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INTRODUCTION 

In  1986, the Institute on Medicine called for increased community presence to 
monitor long term care facilities due to a need for improvement in the quality of care 
provided. The community was also demanding government intervention and 
regulation of  these facilities based on public outcry over intolerable conditions. People 
were concerned that their loved ones were not being cared for properly and allegations 
of abuse, neglect, and mistreatment were rising. In 1987, amendments were made to 
the Older American's Act mandating the establishment of an Ombudsmana program 
within every state. This program was developed to reestablish community presence in 
the long term care system as a method of monitoring quality of care. Each state has 
developed a slightly different program but the focus is uniformly on advocacy for the 
rights of  residents (Cherry, 1993; Nelson, 1995). According to federal regulations, the 
primary objective of  the Ombudsmen program is to investigate and resolve complaints 
made by or on behalf of  residents (Cherry, 1991). The stated mission of  the Oregon 
Office of  the Long Term Care Ombudsman also addresses intent to enhance the 
quality of life, improve the level of care, protect the rights of  the individual, and 
promote the dignity of each Oregon citizen housed in a nursing home, residential care 
facility, assisted living facility, or adult foster care home (Nelson, Huber, &  Walter,· 
1995). 2 
In order to monitor the long term care system more effectively, the Oregon 
Office of  the Long Term Care Ombudsman has established an extensive volunteer 
system in which Ombudsman Investigators respond to the complaints within a 
territory of  facilities, monitor the conditions within long term care facilities and foster 
homes, and serve as advocates for the residents of  these facilities. The volunteers in 
the role of Ombudsman Investigator receive advanced training to educate them on the 
rights of  residents and standards of  care expected of long term care facilities within 
Oregon. Continuing education is expected several times a year. Requirements for 
volunteer ombudsmen include a minimum of 16 hours a month to be spent fulfilling 
Ombudsman responsibilities. See Appendix A for the Ombudsman job description. 
The responsibilities of the volunteer Ombudsman include visiting with 
residents; investigating complaints brought forth by family members, residents, or 
other interested parties as well as complaints filed by the Ombudsman on the 
residents' behalf; working with facility staff to correct problems or violations; 
reporting all apparent cases of abuse (required by law); submitting monthly reports to 
the administrative office; informing residents, families, and staff about resident rights; 
promoting respect and rapport between the facilities and the Ombudsman program; 
and maintaining confidentiality (required by law). This position is one that requires 
much of  the persons who choose to take on the responsibilities. 
Volunteer Ombudsmen often experience adverse conditions within the 
facilities they represent. For example, in my own personal experience working in 
administration for a residential care facility I discovered that the Administrator had . 3 
directed the staff not to talk with the Ombudsman or to provide him or her with 
information concerning investigations. This was done so that the Ombudsman would 
not receive support for allegations against the facility from staff. Administration and 
staff within long term care facilities are likely to be threatened by the presence of  an 
individual sent to monitor their facility, and as with this example, may not be receptive 
to the concerns or suggested improvements offered by the Ombudsman Investigator. 
The importance of  this role requires a commitment to the recruitment of 
quality volunteers for this position (Cherry, 1993). This is particularly crucial given 
that one volunteer may be responsible for several long term care facilities. If the 
individual assigned to a facility neglects their responsibilities, then the purpose of  the 
Ombudsman program is not served for the residents in those facilities. Even a few 
individuals who do not follow through with the obligations of the position can be a 
detriment to the organization. 
The use of  volunteers within Ombudsman programs has been found to be 
beneficial to improving the quality of  care in nursing homes (Cherry, 1991; Glass, 
1988; Monk, Kaye, &  Litwin, 1984). Monk, Kaye, and Litwin (1984) found that even 
routine activities of resident lives were enhanced by the presence of volunteer 
Ombudsmen. Nelson, Huber, and Walter (1995) linked Ombudsmen to increased 
regulatory investigations, higher complaint verification rates, and increased regulatory 
sanctions for long term care facilities. These studies support the expansion of 
volunteer participation among Ombudsman programs nationwide (Cherry, 1991; 
Glass, 1988) as a means to improving quality of care provided by long term care 4 
facilities. Oregon's Long Term Care Ombudsman program has been selected as one of 
12 model programs for the nation. A key factor in the success of  this program has been 
its reliance on volunteers to support advocacy goals (Nelson, 1995). 
Despite its many successes, an area targeted for improvement is volunteer 
training and retention. Currently, a substantial portion of the volunteers who complete 
the training drop-out of  the program within a few months, do not put the needed time 
into their obligations, or fail to carry out their duties adequately. Despite extensive and 
expensive training efforts, some of  the volunteers may find their expectations of  the 
role differ from their actual obligations. Given the vital role of volunteers in the 
Ombudsman model, successful recruitment and training of  volunteers is essential. In 
order to improve tenure in this role, increase the number of substantiated complaints 
filed and resolved, and increase satisfaction among ombudsmen, we might determine 
which characteristics are associated with success in the Ombudsman role. 
Certain requirements of  the ombudsman role (e.g. the ability to mediate 
conflicts) may be better met by people with certain attitudes and values. If those 
characteristics can be identified, then people with a different set of  attitudes and values 
may be counseled into an alternative, and equally valuable, friendly visitor program. 
For example, individuals who are not comfortable filing and responding to complaints 
may find that spending time talking with residents and advocating for special needs is 
more suited to their personal goals. If research can provide information as to which 
characteristics are associated with better outcomes, then individuals with these 5 
characteristics can be actively recruited and the Ombudsman program may thereby be 
strengthened. 
Statement of  the Problem 
The purpose of this study was to explore the inf1uence of  the motivations 
expressed by volunteer Ombudsmen on the volunteer experience. Specifically, the 
relationship among motivations, volunteer satisfaction, acceptance and support of  the 
organization's goals, and outcomes of success in the volunteer role (pattern of 
participation and ombudsman effectiveness) were examined. The theoretical model 
applied to the relationships among these variables is based on Motivational Systems 
Theory (Ford, 1992). It was proposed that alignment between the individual 
volunteer's motivations and the organization's goals should predict higher levels of 
satisfaction, organizational commitment, and success. An objective of  this study was 
to determine which motivations expressed by individuals as important to their 
volunteer experience were related not only to satisfaction in their role but also 
positively related to commitment to the organization's purpose, strong patterns of 
participation, and effectiveness in their role. Knowledge of  ombudsman motivations 
and characteristics may serve to improve program recruitment and the retention of 
volunteers. Analysis of  which motivations are negatively associated with the volunteer 
experience may assist program administration in directing individuals to alternative 
opportunities in order to best utilize the efforts of  these individuals and strengthen the 
Ombudsman program. 6 
Research Questions 
In order to explore the relationship among motivations, indicators of a 
volunteer's experience, and success in the Ombudsman role the following questions 
were investigated: 
1. 	 To what extent do motivation, organizational commitment, and satisfaction 

int1uence the pattern of  participation exhibited by a volunteer Ombudsman? 

2. 	 To what extent do motivation, organizational commitment, and satisfaction 
int1uence Ombudsman effectiveness? 
Operational Definitions 
• 	 }vlotivation was defined as a psychological (future-oriented anticipatory) and 
evaluative phenomenon; the organizing patterning of three psychological functions 
that serve to direct, energize, and regulate goal-directed activity: personal goals, 
emotional arousal processes, and personal agency beliefs (Ford, 1992, p.  3). 
The division of  motivations into self and communal orientations allows for a more 
thorough exploration ofthe factors int1uencing participation in a volunteer 
organization. The terms agentic, communal (other-oriented), and communal 
(hedonistic) were first developed by McAdams et al. (1992). Due to the negative 
connotation of the term hedonistic, this term has been replaced with affiliation. 
Agentic motivations - Self-oriented; personal development; focused on the 
achievement of  a personal objective 
Communal motivations - other-oriented; based on helping others or 
involvement with others 7 
Affiliation: motivations focused on sociability and affiliation 
Offering: motivations focused on a desire to help others or benefit the 
community 
• 	 Organizational commitment reflected the degree of  one's acceptance and support 
of organizational goals and values (Mowday, Steer, & Porter, 1979; Newton, 
1995). 
• 	 Satisfaction was measured as the degree to which motivations of  importance to 
individual volunteers have been fulfilled by their volunteer experience (Bonjean et 
al., 1994). 
• 	 Pattern ofparticipation was determined by calculating (a) the frequency of  visits 
to assigned facilities and (b) time devoted to role for each volunteer. 
• 	 Ombudsman effectiveness was a construct of success in the Ombudsman role based 
on the number of  complaints filed by the volunteer, the resolution rate for these 
complaints, and the number of complaints filed against each ombudsman. 
• 	 Success in the role of volunteer Ombudsman was measured as the strength of  one's 
pattern of  participation and effectiveness in the ombudsman role. 
Assumptions 
In this study, participants were expected to answer all questions honestly such 
that the instruments reflected each variable to its true extent. Furthermore, we 
expected that the data compiled from the Oregon Office of  the Long Term Care 8 
Ombudsman's databases accurately reflected the outcomes of success for each 
volunteer. 
Limitations 
Given that the questionnaires were administered with the assistance ofthe 
Long Term Care Ombudsman Office, it is possible that the answers were influenced 
by this context. For example, participants may have been more likely to report 
commitment to the organization on the Organizational Commitment Questionnaire. 
Given that this contextual bias would be expected to influence the entire sample, 
significant differences should remain present across individuals. Also, the 
confidentiality of subject responses was expected to keep social desirability to a 
mInImum. 9 
REVIEW OF LITERA.TURE 
In 1978, Congress mandated through the Older American's Act the 
development of a state office of  the long term care Ombudsman in an attempt to 
ameliorate the quality of  care provided in long term care facilities (Nelson, 1995). As 
these programs developed most of them have come to rely heavily on the utilization of 
volunteers. Volunteers comprise 88% of the human resources for the Oregon Office of 
the Long Term Care Ombudsman. Thus, the role of volunteer ombudsman requires 
many responsibilities. 
In 1991, Cherry explored the effectiveness of  volunteers as a resource for 
raising the standards among long term care facilities. Based on his review of 
Missouri's state agency, he reported that the presence of an ombudsman within a 
facility was significantly related to the quality of care provided. Complaint reporting 
increased and more issues of concern were being resolved within the facilities (Cherry, 
1991). 
The Office of the Inspector General (OIG) selected the Oregon program as one 
of 12 model programs (OIG, 1991  cited in Nelson, 1995). The programs that were 
most highly favored were those with strong integration and utilization of  volunteers. 
These reports acknowledge the links between volunteer involvement and the success 
of state programs aimed at increasing the quality of  care provided to residents of long 
term care facilities. 10 
The role of  the volunteer Ombudsman thus becomes one of  great importance. 
Determinants of  the factors that influence the volunteer experience have received little 
research attention (Monk & Kaye, 1982; Nelson, 19951; Nelson, Huber & Walter, 
1995). The present study used Motivational Systems Theory (MST) to explore the 
influence of  the personal motivations of volunteers on the volunteer experience. 
Variables addressing the volunteer experience were exploratory and extensive: 
satisfaction, organizational commitment, patterns of  participation. and effectiveness in 
the ombudsman role. This review of the literature addresses the theory applied to 
exploration of  these variables and research supporting the proposed relationships 
among constructs. 
The Ombudsman Program and Volunteer Role 
Despite intense training prior to certification as an Ombudsman, many of  these 
volunteers characterize their roles as primarily therapeutic to residents (Cherry, 1991). 
Although this is one aspect of  the Ombudsman role, other responsibilities should 
receive equal investment. According to previous research conducted with Oregon 
volunteer Ombudsmen (Nelson et a1.,  1995; Nelson, Huber, &  Walter, 1995), these 
individuals are expected to contribute efforts monitoring the long term health care 
system in three main areas: (a) Ombudsmen should be advocates for the rights of 
residents as they investigate and resolve complaints; (b) they are expected to foster 
positive lines of  communication among residents, providers, regulators, and families; 
(c) and Ombudsmen are able to play an "informal therapeutic role" (p. 509) aimed at 11 
providing social support to long term care residents (Nelson. Huber, &  Walter, 1995). 
Many Ombudsmen may feel most capable of contributing to quality of care through 
therapeutic contact with residents, however, the Long Term Care Ombudsman 
Program administration emphasizes the importance of advocacy (Nelson et aI.,  1995). 
An area of concern has developed as some volunteers may agree to the broad 
range of responsibilities but their primary personal motivations may be to offer a 
social connection to the residents. Although this is a valuable service, such individuals 
may be better suited for a friendly visitor program than for the Ombudsman role. 
These individuals may be satisfied with their volunteer experience, however they may 
not be contributing positively in all realms of  the responsibility for this role. This latter 
issue leads to further concern that volunteers may remain in the Ombudsman role yet 
may not be successfully meeting the needs of  the organization. 
Training efforts have been focused on the investigation and resolution of 
resident complaints (Nelson et aI.,  1995). Information as to areas in which volunteer 
Ombudsmen experience difficulty and areas in which volunteer motivations are not 
being fulfilled may provide opportunities for administrative adjustment in training and 
support efforts. 
For this organization to recruit individuals who are most likely to be satisfied 
with the volunteer experience, committed to the goals of  the organization, and 
successful in the role of Ombudsman, information as to  the characteristics and 
motivations of  those who are presently satisfied, committed, and successful should be 
obtained. This study was conducted framed by the application of M.  Ford's 12 
Motivational Systems Theory (1992). This theory of motivational processes promotes 
the alignment of personal goals with the goals of the organization. If the motivations 
of the volunteers are aligned with the goals of  the organization, the volunteers are 
more likely to be satisfied and committed to the organization and more likely to 
succeed in their role within the organization. 
Motivational Svstems Theorv 
Motivational Systems Theory is anchored in Donald Ford's Living Systems 
Framework (Ford & Ford, 1987 cited in M.  Ford, 1992), a comprehensive theory of 
human functioning and development. The Living Systems Framework, developed by 
Donald Ford in 1987, was designed to integrate scientific knowledge with practical 
application at a person-in-context level. It is an extensive framework representing all 
aspects of human systems (psychological processes, biological processes, social 
interaction, etc.). An objective in the development of  this framework was the 
unification of theory through a common, consistent knowledge base from which 
component parts would be further developed. Motivational Systems Theory of 
motivational processes emerged from this conceptual framework. 
Motivational Systems Theory (MST) presents motivation as central to the 
understanding of human behavior. Yet it is embedded in a larger framework allowing 
motivations to be organized as one of  many factors applied to the understanding of 
human behavior. The relationships between overarching personal goals and 13 
psychological processes are explored to develop a more complete understanding of  the 
components involved in motivation. 
In MST, motivation is defined as the organizing patterning of  three 
psychological functions that serve to direct, energize, and regulate goal­
directed activity: personal goals, emotional arousal processes, and personal 
agency beliefs (Ford, 1992, p.  3). 
This theory is particularly well suited for this study given its emphasis on 
addressing real-world problems and the integration of a developmental orientation to 
the exploration of human motivation. Our research questions sought to gain 
understanding of the influence of motivations and satisfaction with the volunteer 
experience on outcome measures of success in the volunteer role. MST provides a 
framework that integrates each of  the variables of interest (motivation, satisfaction, 
and success) thus allowing for applied research to the benefit of volunteers, the 
organization, and the advancement of knowledge in this tield. 
In the developmental orientation, motivation is regarded as a dynamic entity 
evolving as personal goals evolve and varying based on context. Historically, many 
theories in this area have discussed motivations as stable or uninfluenced by situation 
and experience (Ford, 1992). The developmental perspective recognizes stability yet 
allows for variation with situation. As Deci (1975) acknowledged, the motivations that 
initially lead individuals to volunteer may not be the same as the motivations that 
allow volunteers to continue in their role. 14 
This study focuses on personal goals in addressing the motivations of 
volunteers. MST presents personal goals, emotional arousal processes, and personal 
agency beliefs as components of motivation with integrating patterns. Personal agency 
refers to the evaluation of one's desired outcomes and what they believe may be the 
rewards or consequences of action. This aspect was not explored in this study given 
that we were exploring the motivations of volunteers who had been with the program 
for various amounts of  time. Attention to the desired outcomes and the expected 
rew·ards would be valuable to address with new volunteers to be followed up with a 
survey of the extent to which their expected rewards \vere obtained and their initial 
motivations fulfilled. Emotional arousal can strengthen the pursuit of  personal goals 
and influence the evaluation of one's experience. Exploration of this component, while 
valuable and important to overall motivation, is more complex to study and would 
require more evasive and time-consuming methodology. Integration of  these 
components should be explored in future projects once primary relationships have 
been determined between concepts influencial to the volunteer experience. 
Application of Motivational Svstems Theory to 
Volunteer Satisfaction and Success 
It is often assumed that individuals who are satisfied with their positions are 
also productive contributors to the efforts of their organization; however, research has 
revealed that this relationship is often weak (Ford, 1992). The application of MST to 
the relationship between motivations, satisfaction, and productivity offers an 
explanation for this seeming contradiction. This theory may also prove valuable for 15 
the study of motivations toward volunteerism and the subsequent experience of 
volunteers. The comprehensive nature of this theory, the inclusion of many aspects of 
the volunteer experience for the individual, and the exploration of  the effect of these 
factors on outcomes makes this theory most applicable to this study. 
According to MST, the satisfaction an individual experiences as a result of 
involvement in a volunteer role ref1ects the successful attainment of  the individual 
volunteer's goals. However, success in the volunteer role can be expected to ref1ect the 
volunteer" s attainment of organizational goals. The extent to which the personal goals 
(or motivations) of individual volunteers are congruent with the goals or 
responsibilities of  the organization may determine the productivity within that 
organization and the satisfaction of the volunteers involved. Ford (1992) referred to 
this concept as the principle of goal alignment. 
Knowledge of  the motivations experienced by current volunteers for the State 
Long Term Care Ombudsman program may offer opportunities for this organization to 
recruit other individuals with similar motivations for involvement. The motivational 
characteristics of currently successful and committed volunteers may provide 
recruitment direction in the selection of prospective Ombudsmen. Knowledge of  the 
motivational characteristics of current Ombudsman that have not experienced success 
may allow program administration to direct prospective volunteers with similar 
characteristics into areas where their efforts may be more suitably utilized. 
Feedback from volunteers on the extent to which the organization is fulfilling 
their personal goals may offer opportunities for the organization to strengthen support 16 
to  volunteers. Restructuring efforts in training and support from staff may be valuable 
in order to increase retention, encourage satisfaction within the volunteer role, and 
ultimately enhance the efficiency of  the Ombudsman program. 
Alignment of  the personal goals of  the volunteers with the organizational goals 
of the State Long Term Care Ombudsman program should allow for personal 
satisfaction and growth within this organization leading ultimately to increased 
realization of  organizational goals. Investment in Goal Alignment through (a) effective 
communication between volunteers and administration. (b) clear presentation of  the 
responsibilities of  the position to volunteers, and (c) selection of  prospective 
volunteers with motivational characteristics compatible with the goals of the 
organization represent the principle means through which achievement of volunteer 
satisfaction and organizational efficiency may be simultaneously attained (Ford, 
1992). Assessment of  motivations experienced by current ombudsmen and the extent 
to which these motivations have been satisfied may provide the groundwork upon 
which this particular organization can strengthen communication and assess further 
development of  the proposed alignment. 
It is expected that specific motivations for acceptance of  the Ombudsman role 
may influence volunteers' experience as measured by satisfaction and outcome 
variables of success in the role. Motivations may also determine, in part, the extent to 
which individuals align themselves with the goals of  the organization (organizational 
commitment) and perform well for the organization. Satisfaction may serve as a 
measure of the extent to which volunteers experience fulfillment of  personal goals. 17 
Organizational commitment may serve as a measure of the extent to which the 
personal goals of an individual are aligned with the goals and purposes of  the 
organization. 
Demographics on Volunteerism 
In recent years, the proportion of older adults active in volunteerism has been 
steadily increasing. Rates of participation increased from 11 % of  persons over 65 
volunteering in 1965 to 41 % in 1991  (Chambre, 1993). In response to longer lives and 
often a longer period of retirement, older adults are seeking other avenues of social 
involvement (Chambre, 1993; Fischer & Schaffer, 1993). The tendency to volunteer is 
still influenced by age and the indirect link to health, however this link is not as strong 
as it has been in the past. In her 1987 review of volunteerism among older adults, 
Chambre reported 1 in 3 persons 75  or older volunteering either with an organization 
or informally. Volunteerism among this age group was comparable to rates among 
teens and young adults in their 20's (Chambre, 1987). 
Despite barriers to volunteerism in later life, rates of  participation continue 
over the course of one's life (Chambre, 1987; Chambre, 1993; Fischer &  Schaffer, 
1993). However, the pattern of  one's social activity may change with increasing age. 
Research does not suggest that levels of volunteerism tend to increase with age and 
retirement (Chambre, 1987), rather participation tends to remain relatively constant 
over time. 18 
This program may attract older volunteers due to the nature of  the issues at 
hand and the likelihood that older persons have had some previous experience with 
long term care. Although there are volunteers in this program ranging in age from the 
early 20's to their 80's, the majority of volunteers are expected to be middle aged 
through their 50's and 60's. Given the time commitment, most volunteers are likely of 
retirement age and/or employed on a part-time basis. 
In reflecting on the increase in volunteerism among older adults that has 
developed in recent years, it is important to consider the elevation of education level 
and the social resources available for today' s population of older adults. Warburton 
and her colleges in Australia found that time and the availability of  social and personal 
resources were among the most influential factors on a person's decision to volunteer 
(1998). 
Literature on volunteer demographics suggests a positive and important 
relationship between higher education and volunteerism (Chambre. 1987; Chambre, 
1993; Fischer & Schaffer, 1993). Persons with the resources to allow them to spend 
their time in leisure activities are more likely to volunteer and are more likely to have 
social ties that support volunteerism (Fischer &  Schaffer, 1993). Socioeconomic status 
is an indicator of personal resources and is important in the consideration of 
volunteerism given that to volunteer is to provide a service without consideration for 
financial gain (Fischer &  Schaffer, 1993; Warburton et aI.,  1998). 
The education level of participants in this study was expected to be relatively 
high due to the challenging demands of  this position. The time and travel requirements 19 
of this position demand sufficient resources and lend themselves to individuals of 
higher socioeconomic status. 
Organizations are realizing the advantages of utilizing older volunteers due to 
the experience these individuals offer (Warburton, Le Brocque, &  Rosenman, 1998). 
Positions are now being created to maximize the contribution this resourceful and 
experienced group of  individuals has to offer (Kouri, 1990). The Ombudsman program 
provides an ideal opportunity for older adults to continue to contribute to their fields. 
Prior experience with the conditions of long term care through experiences 
with family, professional experience working with health care for older adults, long 
term care, or legal assistance for older adults was hypothesized to be a motivating 
factor for volunteerism with the Oregon Office of  the Long Term Care Ombudsman. 
Specifically, it was proposed that persons who have a vested interest in improving 
conditions for residents of long term care are more likely to devote time and efforts to 
this program given the challenging nature of  the position. Men are particularly more 
likely to volunteer if the activity is in their area of  experience (Warburton, 1998). The 
high levels of education expected from this sample also suggest associations between 
this volunteer role and previous work experience. This role may be a continuation of  a 
life long tendency toward volunteerism and a means to continue efforts in their field(s) 
of interest. 20 
Volunteer Motivations 
Little research has been conducted addressing sustained, long term, 
nonobligatory helping behavior (Omoto & Snyder, 1991). That which exists is 
typically descriptive rather than predictive of success. Due to the increasing reliance 
on volunteers within government and community service agencies, the selection of 
volunteers with appropriate qualifications and motivations has become an area of 
increasing interest. 
Volunteers often seek out opportunities for involvement and may make 
substantial commitments to the organizations that they serve (O'Reilly & Chatman, 
1986). Knowledge of  the motivations of persons who make a commitment to sustained 
volunteerism may assist in recruitment efforts and the placement of individuals in the 
most appropriate positions. The excitement surrounding the recent movements toward 
volunteerism has sparked little new research on the psychological aspects of the 
volunteer experience (Omoto & Snyder, 1991). This study will advance the knowledge 
base on volunteer motivation and apply motivational system theory to understanding 
the volunteer experience of individuals serving in the Ombudsman role. 
Clary and Orenstein (1991) examined the influence of volunteers' motivation 
on the tenure and effectiveness of their service. They found that individuals who 
completed their term of service reported higher levels of altruistic motivation at the 
beginning of  training than did those who terminated their period of service early. By 
evaluating the relationship between time committed to service and the altruistic 
motivations of volunteers it was concluded that motivations are an important factor in 2\ 
helping behavior (Clary &  Orenstein, 1991). The fact that volunteers began a term of 
service to an organization and then chose to terminate their service prematurely 
indicates that something more than a willingness to help is involved in sustained 
volunteerism. 
In research concerning the volunteer experience, much focus has centered on 
duration of service (Omoto & Snyder, 1995). In this study we intended to explore the 
relationships among central constructs of importance to the volunteer experience, 
satisfaction and organizational commitment, and outcome variables that measure not 
only how long one sustains one's volunteer position but also how well one succeeds in 
the role. 
The results of Clary and Orenstein's study (1991) support not only the 
relationship between motivation and duration of service but also the utilization of  a 
two-component model of  volunteer selection. When considering potential volunteers 
they asserted that organizations should determine not only whether the potential 
volunteer is willing to help or will attempt to help but also whether the individual is 
able to help. They discussed the value of  utilizing this approach when considering 
volunteers for complex roles where "definite standards of effective and/or competent 
performance" are available (Clary & Orenstein, 1991, p. 62). 
In the role of Ombudsman, a volunteer faces many challenges and 
controversial situations. Some volunteers may be motivated by a desire to serve a 
vulnerable population but find that they are not suited for the role of Ombudsman due 
to the strong advocacy role required. Monk, Kaye, and Litwin (1984; p.  165) discussed 22 
the volunteer Ombudsman position as "one of the most difficult in the field of aging." 
Volunteers must put their own conceptions of what is best for the residents to the side 
and advocate for the rights of  the residents. This is often done in an adversarial 
manner not always appreciated by the facilities they serve. Given the complexity of 
this position, the need for volunteers who are capable of performing all aspects of  the 
position is great. 
A database gathered by the Oregon State Office of  the Long Term Care 
Ombudsman provided information on the pattern of performance and effectiveness of 
performance in the Ombudsman role for each volunteer. These data provided the 
"standards of effective/competent performance" necessary to explore outcomes of 
importance for effectiveness in the ombudsman role. The present study explored 
influence of motivations and other factors of relevance to the volunteer experience on 
the stated standards of effective/competent performance for the Long Term Care 
Ombudsman program. 
Information on characteristics such as motivation toward volunteerism and 
their relationship to the volunteer experience may help the Office of  the Long Term 
Care Ombudsman best assess where a volunteer's efforts may be most suitably 
utilized. An objective in this study was to assist the Ombudsman program 
administrators in determining which factors predict success. Potential volunteers 
interested in the social connection aspect of  the volunteerism may be directed to other 
alternatives. Through friendly visitor volunteer options, volunteers are still able to 23 
make a difference in the lives of older adults without the responsibilities and 
controversy that come with the Ombudsman role. 
Omoto and Snyder (1995) extended the model of motivational influence on 
volunteer experience to explore the satisfaction of volunteers and the integration of 
organizational values. They sought to understand the factors that motivate an 
individual to commit to long term, sustained, nonobligatory volunteerism. These 
researchers developed a conceptual framework and applied this to research on the 
motivations of AIDS volunteers. Their model posited relationships among 
motivations, satisfaction, organizational integration, and duration of service with the 
organization. This framework was used to evaluate a field study of 116 AIDS 
volunteers. 
Their findings indicated that to the extent that the volunteers were strongly 
motivated, they were more likely to serve the organization longer and to be more 
satisfied with their experience. Self-oriented motivations rather than an altruistic 
desire to help others were more likely to lead to sustained volunteerism. Thus, goals 
regarding personal development may be more positively related to the retention of 
volunteers than the perceived benefit to others. Similar results have been reported in 
previous research (Janoski & Wilson, 1995) on the decision to volunteer. This 
literature reveals that those individuals who were most likely to gain personal benefits 
from involvement in volunteer efforts were most likely to choose to volunteer. If this 
finding holds true for the Ombudsman program, administration may need to place 
more emphasis on the benefits to volunteers if sustained duration is a primary 24 
organizational goal. However, these data need to be balanced against the exploration 
of  the successful Ombudsman experience and commitment to the goals of the 
organization. As previously discussed, duration is one of several goals. Sustained 
duration is valuable only as long as the volunteer is performing successfully in the 
Ombudsman role. An objective of the present study is to determine which motivations 
promote not only satisfaction with the volunteer experience for the individual but also 
the effectiveness of  the volunteer in the role. 
The Relationship Between ~otivations and Satisfaction 
The perception of one' s work and the experience one has in the role determines 
in part a volunteer's satisfaction in the role (PooL  1997). It is intuitive to think that 
individuals who are satisfied with their experience and positively perceive the goals of 
the organization with which they are associated would achieve higher levels of 
performance in their role. Knowledge of means by which to increase job satisfaction 
has been widely researched for paid labor (Brooke, Russell, & Price, 1988; Lawler & 
Hall, 1970; Morrow, 1983) in an attempt to increase production. Knowledge of factors 
that may increase satisfaction within volunteer roles may increase duration of 
volunteerism and is thus a goal of  many organizations striving to maintain volunteer 
participation. 
Pool (1997) discussed motivation as a predictor of satisfaction within the paid 
employment context. Based on expectancy theory (Cammann, Jenkins, &  Lawler. 
1975 cited in Pool,  1997) Pool described motivation as the expected attainment of 25 
rewards based on successful job performance. This theory thus predicts a positive 
relationship between satisfaction and successful job performance (Pool, 1997). 
Applied to volunteerism, individuals who expect to receive personal benefit or 
fulfillment of personal goals from successful performance are likely to be satisfied in 
their volunteer position. The extent to which volunteers perceive the likelihood of 
fulfillment of  their personal goals may be embedded in the alignment of  these personal 
goals with the perceived goals and values of  the organization. 
The level of satisfaction expressed by the volunteers, being a result of 
perceived likelihood of  personal goal fulfillment, should then reflect the degree to 
which the individual's motivations align with those of  the organization. The 
volunteers can be expected to perform successfully in the Ombudsman role to the 
extent that these goals are in alignment. 
Through field studies on the functions of volunteer  ism (Clary et al., 1998), a_ 
study of  the relationship between motivations and satisfaction was conducted. This 
was achieved by obtaining reports from volunteers on what they hoped to gain from 
involvement in the volunteer role (functional motivation) and later measuring the 
degree to which that motivation was fulfilled by their volunteer experience. The 
results suggested that satisfaction and duration might be predicted by the extent to 
which a volunteer's experience fulfills the motivations of  that individual. Satisfaction 
with one's volunteer experience is a function of  the match between the individual's 
motivations and the fulfillment of  these motivations (Clary et aI,  1998). The 
satisfaction experienced in a given role may also depend on perceptions of  the 26 
likelihood that their personal goals will be met by successful job performance (Nelson 
et aL 1995). Each of  these constructs is found in the model for the present study. 
According to Knoop (1994), job satisfaction is an attitude that refers to the 
extent to which individuals perceive what they value at work to be fulfilled. Knoop 
found that the importance and realization of work values explained 35% of overall job 
satisfaction and 63% of the participant's satisfaction with the work in and of itself 
(1994). Value judgement reflected the discrepancy between the areas of importance 
for the individual (similar to personal goals and motivations) and what they actually 
achieve (fulfillment of personal goals). They added an additional element into the 
configuration of how personal goals and values influence satisfaction, importance. The 
more important a personal goal or value is to an individual, the more influence the 
fulfillment of  that goal will have on satisfaction (Knoop, 1994). For example, if 
volunteers feel that the opportunity to make social connections is very important to 
their experience as volunteers and their experience offers that opportunity, then 
volunteers are likely to be satisfied with their experience. If, however, volunteers feel 
that it is important to expand their leadership skills and the experience does not offer 
this opportunity, volunteers may be dissatisfied with the volunteer experience or at 
least with that aspect of it. 
Bonjean, Markham, and Macken (1994) developed an instrument that 
measures an evaluation of  motivations expressed by volunteers and the extent to 
which these motivations are satisfied through their volunteer role and affiliation with 
the volunteer organization. The Self-Expression measure (See Appendix B) is 27 
specifically designed to measure the alignment between the personal goals/motivations 
of volunteers and the benefit a particular organization may offer. This instrument was 
adapted from a methodology developed to assess theoretical perspectives pertaining to 
work-related organizations. These authors investigated the capability of Argyris's 
theory of  employee participation, satisfaction, and behavior to predict member 
attitudes and behaviors related to volunteer organizations (Bonjean et aI.,  1994). 
Satisfaction's Relationship to  Duration. Performance. 
and Organizational Commitment 
Blau and Scott (cited in Bonjean et aI.,  1994) stated that organizations 
primarily utilizing volunteers are dependent upon the motivation and commitment of 
volunteers, they are supported by those with strong involvement and commitment, and 
drained by those whose commitment is marginal or weak. For an organization that 
relies primarily on the efforts of volunteers, the retention of  volunteers is essential. 
The satisfaction literature suggests that, to the extent that volunteers are satisfied with 
their experience, they can be expected to continue involvement with the organization 
(Omoto & Snyder, 1995; Porter & Steers, 1973;). If satisfaction is indeed related to 
sustained volunteerism, then an organization should strive to meet the needs of its 
volunteers in an effort to retain a valuable resource. 
Organizational Commitment 
Acceptance and integration of the values and goals of the organization served 
is likely to be an important factor influencing an individual's volunteer experience. 28 
The organizational commitment construct reflects the degree of one's acceptance and 
support of the organizational goals and values (Mowday, Steer, &  Porter, 1979; 
Newton, 1995). We expected that motivations of  volunteers would be a determinant in 
the degree to which the Ombudsmen reported organizational commitment and that 
these factors would contribute to the prediction of success in the Ombudsman role. 
Monk and Kaye suggested that organizational commitment is especially 
important to volunteer ombudsman performance (1982). As previously discussed, 
there are many facets of  the volunteer role and the organizational expectation is that 
volunteers will direct efforts toward each of  the responsibilities they assume in their 
role. Research has found that individuals who are not committed to their roles or the 
organization they serve may be experiencing role incompatibility. Volunteers may be 
incompatible in that their personal motivations may support only partial acceptance of 
the responsibilities of  their role. In this manner, the motivations of individuals 
intluence the level of commitment to the organization or the integration of 
organizational goals and purposes. Alignment of an individual's goals with those of 
the organization is crucial for effective participation (Nelson et aL 1995). Therefore, it 
was expected that this construct would serve as a link between individual motivations 
and the desired outcomes. 
Organizational commitment has also been linked to an individual's 
psychological identification with the role (Blau & Boal, 1987; Mathieu & Zajac, 
1990). If volunteers experience a discrepancy between expectations and the actual 
responsibilities or experience of  the position then they are less likely to be committed 29 
to the organization's values (Mathieu &  Zajac, 1990). Clear expression of  the 
responsibilities associated with a position is essential to avoiding role confusion and 
frustration for volunteers with inappropriate expectations (Nelson et al.,  1995).  If the 
goals of  the organization are clear to a potential volunteer, it would be assumed that 
the motivations of  the individual should be in alignment. However, it seems that 
despite efforts to clarify the duties of this role, some volunteers are not as supportive 
of  the organization's goals and values as might be desired. The organization's 
administration must then make efforts to recruit individuals with motivations that do 
tend to support the organizational values and goals (Nelson et aL 1995). 
In a study of volunteers for the Oregon office of the Long Term Care 
Ombudsman (1995), Nelson and his colleagues proposed that higher levels of 
organizational commitment would be correlated with higher job involvement 
(participation), longer tenure, lower levels of  role conflict and role ambiguity, and 
decreased signs of burnout. They found that Ombudsmen who reported higher levels 
of organizational commitment showed greater psychological identification with their 
jobs, felt more confIdent and effective in their role, and experienced less role conflict 
than did those who reported less integration of  organizational values. 
This study supports the idea that a given role's psychological benefIts are 
important to motivating and sustaining effective volunteer performance. Specifically, 
volunteer organizational commitment strengthens as individuals become more 
identified with their work (higher job involvement), integrate dominant organizational 
values, and enjoy a greater sense of  personal satisfaction (Nelson et al.  1995). The 30 
findings of  this research confirm the importance of  organizational commitment on 
volunteer program effectiveness. They also support links between organizational 
commitment, volunteer motivation, and Ombudsman effectiveness. 
Job Involvement and Organizational Commitment are closely related 
constructs. Nelson and his colleagues (1995) found a strong relationship between the 
two, ··which predicted a full 25% of  the variance in these factors (p. 224)" According 
to Blau and Boal's (1987, p. 287) theory, these two constructs  "function as interactive 
orientations:' The reciprocal nature of  these variables might result from volunteer's 
commitment to and internalization of  the values and goals of the organization. One 
may accept and support the goals of an organization yet not internalize these goals as 
one's own. The actions that may come from internalization of organizational values 
and goals may better reflect the construct ofjob involvement and may be most validly 
measured by performance. The degree to which a volunteer accepts and supports that 
goals of  an organization may be measured as organizational commitment. 
Organizational commitment has also been linked to job satisfaction, 
performance, and the amount of  time committed to tasks (Newion, 1995, p.  2: 
Schaubroeck &  Ganster, 1991). In the 1995 study of Oregon Ombudsmen, Nelson and 
his colleagues acknowledged the need for future research that explores the influence 
of organizational commitment on volunteer organization effectiveness. The 
researchers also suggested that job satisfaction be included in a more comprehensive 
model of  the volunteer experience. In the present study, the influence of motivations 
on each of these factors important to the volunteer experience was be explored. 31 
Relationship of Organization Commitment to  Duration, Satisfaction, and Success 
To the degree that volunteers support the organizational climate and accept the 
goals and values of the organization volunteerism may be sustained (Blau &  Boal, 
1987). Blau and Boal (1997) found organizational involvement to be predictive of 
absenteeism. Miller, Powell, and Selzer (1990) reported that greater integration of 
organizational values and goals (organizational commitment) were predictive of 
sustained volunteerism. In an effort to best utilize the time of paid staff, long term 
commitment by volunteers and subsequent reductions in training efforts are important 
organizational goals (cited in Blau & Boal, 1997). 
Many organizations invest a great deal of energy attempting to integrate the 
values and the goals of  their organization into the performance of  their volunteers. 
Omoto and Snyder (1995) found that such efforts may be unlikely to have significant 
influences on the duration of  volunteer  ism. These results leave unclear the question of 
the influence of  the integration of organizational values on duration of volunteerism. 
Previous studies have linked organizational commitment to job satisfaction and 
volunteer "effort, performance and time worked'"  (Newton, 1995, p.  2: Schaubroeck 
& Ganster, 1991) Low reports of organizational commitment have been related to 
lower levels of satisfaction, intention to quit, and disengagement from one's role (Blau 
&  Boal, 1987; Newton, 1995). Thus, we expected that organizational commitment 
would directly influence the volunteer experience through reported satisfaction (as 
measured by the fulfillment of  motivations), and reflected in the outcome variables of 
success (Ombudsman effectiveness and the volunteer's pattern of participation). 32 
The Organizational Commitment Questionnaire (See Appendix B) was 
comprised of 15  items that assess an individual's feelings regarding their 
organizational participation. The items address loyalty. willingness to work on the 
organization's behalf, alignment of values. intention to quit, and concern about 
organizational health (Mowday, Steers. &  Porter, 1979). This is a clear, concise 
instrument for determining the extent to which a volunteer accepts and supports the 
values and goals of  the Long Term Care Ombudsman program. Furthermore, it has 
been used in previous research conducted with the Oregon Ombudsman program and 
therefore its use may allow for comparison. For information regarding the 
psychometric properties of  this measure pleasure refer to Chapter 3 of  this document. 
Outcomes of Success in the Volunteer Role 
The literature offers few references of  variables used to measure success in a 
volunteer role (Nelson, 1995). Duration of service is the most commonly studied 
desired outcome of volunteerism. The Ombudsman role is rather unique in that there 
are defined responsibilities that determine the quality of  performance. Acceptance of 
an advocacy orientation has been used as a measure of  volunteer effectiveness 
(Nelson. 1995; Nelson et al., 1995). This variable, however, is a continuum of where 
the volunteers prefer to focus their time rather than a measure of  whether or not they 
are carrying out the responsibilities of  their position. 
Based on the expectations set for volunteer ombudsman variables were 
selected that seem to ret1ect adequate fulfillment of  role responsibilities. Volunteers 33 
are expected to submit monthly activity reports addressing the number of visits they 
have made to their assigned facilities and the amount of time they have committed to 
their role as Ombudsman within that month' s time. Amount of  time in the volunteer 
role includes continued education and training, time at sites visiting residents, time 
spent filing complaints, and addressing cases being processed toward resolution.  The 
acceptance of  the responsibility of filing these reports along with the frequency of 
visits and the amount of  time committed to the Ombudsman role provide a measure of 
a volunteer's pattern of  participation. 
In order to contribute to the efforts of the Office of  the Long Term Care 
Ombudsman. volunteers are expected to file reports regarding issues of concern for 
their assigned facilities and to resolve cases filed by residents, families, or other 
interested parties. The ability of  volunteers to resolve such cases expressed success in 
their role of  volunteer ombudsman. Thus the rate at which a volunteer is able to 
resolve complaints for his or her facility was used to measure volunteer effectiveness. 
In the case that a facility is unsatisfied with a volunteer's conduct or approach 
to investigating a complaint, a facility may file a complaint against an ombudsman. 
Families or residents could also file complaints. Complaints filed against an 
ombudsman would represent an unsuccessful experience in the role and would thus be 
included as a measure of  volunteer effectiveness. 
The use of  these variables within this model addressing the volunteer 
experience was exploratory. Program administration was consulted regarding which 
variables were thought to be most influential in the success of an ombudsman. Their 34 
suggestions along with literature on the effectiveness of Ombudsman programs 
(Cherry, 1991; Nelson, 1995) guided the selection of these outcome variables. 35 
METHOD 
This study was designed to explore the alignment of volunteer motivations and 
individual characteristics with the goals of  the Oregon Office of the Long Term Care 
Ombudsman.  In order to improve tenure in the Ombudsman role, increase the number 
of  substantiated complaints filed and resolved, and increase satisfaction among 
volunteers, we sought to determine which characteristics were associated with success 
in the Ombudsman role. 
Description of Participants 
An estimated 177 volunteers were involved in the Long Term Care 
Ombudsman program for the state of Oregon as of December 1996. Each of  these 
individuals was contacted requesting their participation in this study. Ideally, all  177 
of these Ombudsmen would have participated, however it was expected that 
approximately 100 - 125 (56% - 71 %) would complete and return the instruments. 
This estimate was based on a high response rate among Oregon Ombudsman for prior 
research projects conducted within the organization (Nelson, 1995). This estimate was 
slightly lower that lower response rates were expected for a study conducted by a 
source outside of  the organization. 
Of the 177 questionnaires sent out to potential participants, 106 were returned 
completed or partially completed. Steps were taken during data collection to maximize 
returns including reminder postcards and phone calls. Through phone calls to 
individuals on the Ombudsman program roster, it was discovered that five individuals 36 
had resigned their position, 11  individuals were on an extended leave of absence 
(determined inactive by program administration), the wrong phone number and 
possibly the wrong address was listed for at least two of the volunteers, and an 
additional seven potential participants were on a leave of absence for illness, illness of 
a family member, or vacation and were unable to complete the questionnaires. 
For these 25  individuals, questionnaires were not expected to be returned. Of 
the remaining 46 nomespondents, two current Ombudsman returned the 
questionnaires blank, seven stated over the phone that they would not be returning the 
questionnaires do to busy schedules or unwillingness to provide the requested data, 
and an additional 37 did not respond after receiving several requests for participation. 
Of  the 152 active Ombudsmen with current information who received the 
questionnaires, 106 participated for a 70% response rate. 
Demographics 
The demographics for this sample reflect trends in volunteerism. The 
participants were predominantly White, female, well educated, married, older adults 
many of whom had previous experience with the long term care system. 
On the demographics questionnaire, there were a few instances in which 
participants selected more than one category for an item. For example, a volunteer 
may be both self-employed and working part-time. In this case, self-employment was 
coded as the more telling category. For the education variable, the highest level of 
education was coded when more than one category was selected. 37 
Gender 
Of the 177 potential participants. 80 women and 26 men responded to the 
demographic questionnaire (m = .75, SD = .43); 75% of participants were female. 
Sixty-nine percent of  the population of  volunteers was female based on the roster used 
for the mailing. Thus, this sample is acceptably reflective of the gender distribution 
among volunteers for the Oregon Office of  the Long Term Care Ombudsman. 
Race/ethnicitv 
One individual in our sample reported Native American heritage; the other 104 
participants who responded to the question regarding race/ethnicity were Caucasian. It 
is unfortunate to see this lack of diversity among volunteers. however low levels of 
diversity are found among Oregon Ombudsman volunteers and have been reported in 
the volunteerism literature (Chambre, 1984). In 1993, population estimates for Oregon 
reported 94% of the state's residents were White (CPRC, 1993). Representation by 
minorities was therefore not expected to be great for this sample. 
Lower rates of volunteerism by ethnic minorities may be due to differences in 
socioeconomic status, particularly for this time consuming position. Racial differences 
have been reported as diminished for overall volunteer association membership when 
socioeconomic status was controlled (Chambre, 1984). Other studies reveal that 
minority may be as highly represented among volunteer organizations even more 
likely to be involved in volunteerism than whites. There is much diversity among 
minority groups and findings on racial and ethnic differences are inconclusive and 38 
controversial (Fischer &  Schaffer. 1993). For this organization. there may be lower 
representation by minority groups due to differential trends in nursing home 
placement. Many minority groups are less likely to place a family member in long 
term care: this may reduce the motivation for minority groups to volunteer for the 
Office of  the Long Term Care Ombudsman. 
The participants ranged from 23  years to 82 years of  age (m = 63.59. SO = 
1l.94). Sixty-seven years was the median age reported among volunteers. 
Approximately 80% of the participants were over the age of 55. Though the range is 
vast. the individuals at the highest and lowest points 0 f this range do not appear to be 
extreme outliers. Only 3 of the 106 respondents did not report their age. 
Despite barriers to volunteerism in later life. rates of  participation continue 
over the course of one' slife (Chambre. 1987.1993: Fischer &  Schaffer, 1993). 
However. the pattern ofone's social activity may change with increasing age. 
Research does not suggest that levels of volunteerism tend to increase with age and 
retirement (Chambre. 1987). 
Socioeconomic Status 
The education level of participants was relatively high; all respondents had 
completed high school or sought further education (m = 6.19, SO = 1.36). The mean 
reHects an average education level higher than the completion of some college or the 
attainment of an associate or technical degree. Based on this sample, 46.2% of  the 39 
volunteers had graduated from college with an additional 22.6% completing or 
obtaining some level of graduate work. The body of literature on volunteer 
demographics suggests a positive relationship between higher education and 
volunteerism (Chambre, 1987; Fischer & Schaffer, 1993). 
Given the time commitment required of Certified Ombudsmen, it is not 
suprising that the majority of  volunteers were retired (64.2%). The mean for 
occupational status, as well as the median, supported a central tendency toward 
retirement. However, the analysis revealed that several participants were self­
employed (12.3%) or working part-time (7.5%). As expected, few volunteers are 
employed full-time (5.7%). See Figure 1 for an illustration of  the distribution of 
occupational status among volunteers. 
Marital status 
Again in accordance with volunteer literature, the majority of  participants in 
this project were married (61.3%). In studies among the general population and among 
older adults, married persons have been found more likely to volunteer than 
nonmarried persons (Fischer &  Schaffer, 1993). In this sample, few individuals were 
never-married (7.5%), however 11.3?/o were widowed and 18.9% were divorced. Some 
individuals mentioned in an open-ended question regarding motivation that 
widowhood and a desire to get involved in new things following this difficult time was 
a reason for seeking involvement in the Ombudsman program. 40 
Figure 1. Pie chart reflecting the occupational status of  Ombudsmen. 
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Volunteer Historv 
Trends in volunteerism show that adults who volunteer have often participated 
in such activities consistently during their lives (Chambre, 1987, 1993; Fischer & 
Schaffer, 1993). The majority of  the participants in our study responded that they were 
somewhat or heavily involved in various volunteer efforts throughout their lives 
(63.2%). Few individuals reported having never been involved with volunteer projects 
in the past. 
Many participants did not complete the question regarding volunteer history; 
thus the portion of missing values was high for this variable (22.6%). This question 
was on the backside of the questionnaire: it is thought that some respondents did not 
realize there were questions on the back. Of the 82 responses received for this 
variable. 67 (8l.7%) reflected extensive involvement with volunteerism throughout 
the participant's lifetime. 
Experience with long term care as motivation toward volunteerism 
Prior experience with the conditions of long term care through experiences 
with family was hypothesized to be a motivating factor for volunteerism with the 
Oregon Office of the Long Term Care Ombudsman. Using information provided in 
question 9 of the demographic questionnaire, a variable was created that reflected 
whether motivation to volunteer was related to personal experience with a family 
member in long term care. Another variable was created which denoted the presence 
or absence of (a) personal family experience with long term care as a direct 42 
motivation, (b) professional experience as a direct motivation, or (c) prevention or 
amelioration of long term care for indirect benefit to family and loved ones. This latter 
variable reflected the presence or absence of  experience with long term care as a 
motivation for involvement with the Ombudsman program. This variable may have 
provided a more complete understanding of  the influence of  experience with long term 
care than the "family" variable. 
Sixteen percent of the participants reported concerns regarding the care that 
was provided to their own family members as a motivation for their participation with 
the Ombudsman program. This was the most commonly reported motivation toward 
volunteerism noted by these participants. An additional 6.6% mentioned personal 
experience with the long term care system as a motivation without a direct reference to 
experience with a family member. Three respondents (2.8%) mentioned a desire to 
improve the Long Term Care system as an indirect benefit to their family and loved 
ones or as a preventative effort to the advantage of  their families. Many other 
motivations were reported that included professional interest. career development, a 
desire to stay busy, and a need to contribute to society. 
As discussed, this question was on the backside of  the demographic 
questionnaire and thus a large portion of  the respondents did not answer it (22.6%). 
Given that the missing value percentage is the same as with the other question on the 
backside, the missing data should not be seen as a reflection of  the question. Of the 82 
participants who responded to this question, 39% mentioned family, personal, or 43 
professional experience with the Long Term Care system as a motivation toward 
involvement with the Ombudsman volunteer program. 

Length of  time in the ombudsman role 

The length of  time a participant had been a volunteer for the Ombudsman 
program ranged from newly certified to  17 years. Two years was the median time 
reported by this sample of volunteers with a slightly higher mean ofjust over 3 years 
m - .,.~ ,_- .,.  .,.,  . (  -"'7 SD-""") 
Tenure was correlated with the date of  certification as recorded in the Office of 
the Long Term Care Ombudsman's datafiles. As expected these variables are highly 
correlated, though not identical (r =  -.89, 12  < .001). Differences may be due to 
imprecise reporting by participants or a delay in certification after the training of a 
volunteer. In the latter explanation, a participant may report starting his or her 
volunteer position before the requirements for certification have been officially 
fulfilled. The date of certification offered by program files was used rather than the 
participant's estimate oftenure in determining the months of active status for each 
participant.  Certification dates as recorded in program files reveal a range from newly 
certified to  15  years (m = 3, mdn = l.83). 
A significant correlation was found between the age of participants and the 
length of  time in the Ombudsman role (r = .37,12 < .001). The length of time an 
individual has been with the organization seemed to increase with age. Given that over 
80% of  the volunteers were over the age of 55, this correlation could be interpreted as 
a reflection of the association between retirement and engaging in this volunteer role. 44 
Individuals may begin participation with this organization only after retirement and 
thus we see older volunteers who have been in the role longer than younger volunteers 
because the younger volunteers have likely only recently assumed the position with 
their recent retirement status. 
Instrumentation 
Demographic Questionnaire 
Demographic information was collected from all participants including age, 
gender, race/ethnicity, marital status, education level and occupational status to form 
an index of SES, previous volunteer experience, and length of  time in the Ombudsman 
role. An open-ended question regarding motivations to become involved as an 
Ombudsman was included as well. This instrument is provided in Appendix B. 
Age, gender, and the open-ended question,  "What led you to volunteer?," 
were included in the regression models of analyses of these data. Response rates were 
not expected to be as high for the open-ended question. However, notwithstanding 
problems with missing data, this question was to be included in our analyses. This 
variable was analyzed for the direct mention of family as a motivation toward 
involvement with this organization, professional experience with long term care, 
indirect mention of family as motivation, and the absence of experience with long 
term care mentioned as a motivation for volunteerism with this organization. This 
variable was used to explore (a) the effect of  a family connection to interest in 
improving the quality of  care provided in long term care facilities, and (b) the 45 
influence of personal or professional experience on motivations toward volunteerism. 
Individuals who had a member of their family living in a long tem1 care facility were 
expected to have strong communal motivations toward ameliorating quality of  care. 
Similarly, those who had personal or professional experience with the long term care 
system may have been motivated to help improve the system due to their experiences. 
Exploration of the influence of personal and professional experience with long term 
care was an extension of  interest in exploring the influence of  having had a family 
member in long term care. 
Self-Expression Instrument 
Bonjean. Markham, and Macken (1994) developed an instrument that 
measures an evaluation of  motivations expressed by volunteers and the extent to 
which these motivations are satisfied through the volunteer role and affiliation with 
the volunteer organization. The Self-Expression Instrument (See Appendix B) was 
specifically designed to measure the alignment between the personal goals/motivations 
of volunteers and the benetit a particular organization may offer. This instrument was 
adapted from a methodology developed to assess theoretical perspectives pertaining to 
work related organizations. These authors investigated the competence of  Argyris's 
theory of employee participation, satisfaction, and behavior to predict member 
attitudes and behaviors related to volunteer organizations (Bonjean et al..  1994). 
Blau and Scott (1962) stated that organizations primarily utilizing volunteers 
are dependent upon the motivation and commitment of volunteers, they are supported 46 
by those with strong involvement and commitment, and drained by those whose 

commitment is marginal or weak (cited in Bonjean et al.,  1994). 

This instrument allows for a variety of motivations toward volunteerism, 
realizing that "a great deal more than altruism is involved." Given that our model 
required the separation of motivations from the individual's satisfaction with the 
volunteer experience, the two sections of  the measure were analyzed separately rather 
than combined to obtain a "self-expression" score. Twenty-one aspects of 
volunteerism considered to be possible motivations and positive outcomes of 
volunteerism were listed. Individual motivations were measured in Part A.  Participants 
indicated one of four responses for each aspect of volunteerism. Possible responses 
included: (1) Extremely Important, (2) Important (3) Makes some difference, and (4) 
Makes no difference. The means were taken to account for a differential number of 
items used to calculate each factor extracted from the motivation scale. This was 
achieved by dividing the sum of the scores used to compose each factor by the number 
of items included in the compilation of  that factor. 
In Part B, participants were asked to indicate the response that best describes 
their experience. This measure was utilized to determine the extent to which these 
motivations had been fulfilled in their role as a Long Term Care Ombudsman. 
Responses range from: (1) Completely Satisfactory, (2) Satisfactory but could be 
better, (3) Barely Satisfactory, (4) Completely Unsatisfactory. The option of indicating 
Not Applicable (NA) was available for those items marked as "Makes no difference" 
in Part A. 47 
The composition of  total scores for satisfaction required taking the means of 
item totals due to a variable n among items. N! A was a response option for volunteers. 
Volunteers selectively chose which motivations were relevant to their own experience. 
Thus, the number of respondents per item was variable. The sum for each item was 
divided by the number of participants responding to that item. 
Psvchometric Properties. Bonjean and colleagues measured the reliability of 
the Self-Expression instrument using data from 46 participants, through a limited 
application of  test-retest reliability measurement (1994). For Part A  Motivations, all 
correlations between motivations and motivations 3 years later were positive and 
ranged from [= .18 to [= .58 with 13 correlations exceeding .30.  For Part B, 
Satisfaction. correlations ranged from I = -.12 to [ = .63. Fifteen of 18 were found to 
be positive and 9 exceeded .30. Given the extent to which motivations and subsequent 
fulfillment of these aspects of volunteerism may change over three years, these 
correlations provide good support for the reliability of  these measures. 
Bonjean and his colleagues explored construct validity for this measure by 
evaluating previous applications of  the Self-Expression Instrument and the correlation 
found with job satisfaction measures (1994). When applied to a federal agency. and 
compared to a general satisfaction item, a correlation of .67 was found (Markham, 
Bonjean, & Corder-Bolz. 1980 cited in Bonjean et al;  1994). Thus. moderate to high 
correlations were expected for this measure as designed for volunteer motivation and 
satisfaction. An alpha value vvas not reported for this section of the measure alone as it 48 
was combined with Part B, Satisfaction, for a scale of Self-Expression in the 
referenced study. 
Given that each part of  this measure was found to have good reliability through 
past applications and that construct validity has been documented, the separation of 
these two parts was expected to show acceptable psychometric properties. 
Reliabilitvanalvsis.  For the motivational portion of the Self-Expression 
Instrument, in the present study, reliability analysis revealed an overall alpha of .86. 
Standardized item alpha =  .85 ill  =  102, N of items =  21). Each of the factors 
extracted from this scale supported a reasonably high alpha given the low number of 
items utilized in the composition of these scales. The Agentic motivational factor 
included nine items, Q,  =  .76. The Communal (offering) factor included 6 items, Q,= 
.66. The Communal (affiliation) factor included only 3 items, ~= .69. The strength of 
the scale was supported as well as the reliability of  the extracted factors. 
Reliability Analysis for Part B of  the Self-Expression Instrument required 
adjustments due to differential reporting rates among items. In only two cases were all 
items complete such that no missing values were coded. To obtain a more accurate 
analysis of  reliability for this scale. a revised reliability analysis was run based on 10 
items which each had a high response rate with at least 90 respondents for each item 
(1,2,3,11,13,16.17, 18, 19,&20). Alphawasfoundtobe.89intherevised 
analysis eN = 62). This coefficient was still quite high given the number of items 
included. The strength of  this scale was supported. 49 
Motivational factors.  Rather than rely on the factors established by Bonjean 
and his colleagues (1994) this study divided the items in the measure into motivational 
factors that are primarily agentic, communal, and affiliation (McAdams &  de S1. 
Aubin. 1992: McGregor &  Little, 1998). The agency factor describes those 
motivations that are self-oriented: Desire to obtain training, pursuit of  personal 
interests, and development of leadership skills are motivations primarily focused on 
fulfilling personal needs and characterize the agency factor. Items 4, 5, 6, 8, 9,  12,  14, 
15. and 18 were used to compile a scale of  agentic motivation for each participant. The 
communal motivations were subdivided into affiliation and offering factors. Items 2, 
10. and 19. comprised the scale of affiliation motivation reflecting sociability and 
atliliation. The scale of offering type communal motivations included items 1,  3,  11, 
13. 20, and 21.  The offering motivational factor reflected motivations that are 
oriented toward helping others and making a contribution to society. 
Factor analvsis.  Separation of the scale into three factors \vas supported based 
on factor analyses. The three proposed factors for the motivation scale (Self-
Expression Measure, Part A) included agentic, communal (offering), and communal 
(affiliation). Maximum Likelihood Extraction with Promax Rotation (K =3) was used 
for these analyses. 
The third factor. with only three items, was not as strong as the first two factors 
but is justifiably included. The goodness of fit remained significant. X2  (150, N = 102) 
= 193.49,2 = .01  with the extraction of three factors. There were six possible factors 50 
with eigenvalues over 1.0; however, the third factor was the last to offer a significant 
increase for explained variance and was therefore the last factor extracted. The 
variance explained increased from 3l.9% with two factors to a cumulative 37.6% with 
the extraction of three factors. Gorsuch (1983) stated that factor extraction should end 
when the next factor would contribute very little to the total variance explained. The 
third factor for this scale was the last to contribute more than 5% to the total variance 
explained. See Table 1 for factor analysis eigenvalues and total variance explained. 
Although the first two factors are the most prominent, inclusion of the third variable 
allowed for greater explanation of the variance between scores regarding motivation. 
Some items load on more than one factor. This was to be expected given the 
nature of this measure. Some volunteers may express high levels of  motivation on 
more than one scale. Correlations among factors range from r =  .45 between 
communal and affiliation to r = .58 between agentic and affiliation. However, a 
significant difference was found between each of  the motivational factors 
hypothesized in our study. A t-test was conducted to analyze the difference among 
factors as divided  in the present study. The results show significant differences among 
these variables supporting the need to separate the scale into three factors (See Table 
2). Factor Loadings are presented in Table 3. 
Directional predictions.  A positive relationship was expected between an 
offering type communal orientation and success in the volunteer role. Individuals with 
high levels of offering motivation may also have been more likely to internalize the 51 
Table 1 
Factor Analvsis Eigenvalues for Three Motivational Factors. Self-Expression 
Instrument Part A. 
Total Variance Explained 
Factor 
Initial Eiqenvalues 
Extraction Sums of Squared 
LoadinSls 
Rotation 
Sums of 
Total 
% of 
Variance 
Cumulativ 
e%  Total 
% of 
Variance 
Cumulativ 
e%  Total 
1  6.076  28.933  28.933  4.637  22.082  22.082  4.211 
2  2.273  10.822  39.755  2.229  10.613  32.695  3.763 
3  1.629  7.758  47.513  1.467  6.987  39.682  3.422 
4  1.289  6.138  53.651 
5  1.206  5.742  59.394 
6  1.002  4.772  64.166 
7  .853  4.060  68.226 
8  .814  3.874  72.100 
9  .812  3.869  75.969 
10  .670  3.192  79.161 
11  .653  3.112  82.272 
12  .565  2.691  84.963 
13  .525  2.502  87.465 
14  .498  2.373  89.838 
15  .410  1.952  91.790 
16  .398  1.896  93.686 
17  .323  1.537  95.223 
18  .303  1.442  96.665 
19  .272  1.293  97.958 
20  .227  1.081  99039 
21  .202  .961  100.000 
Extraction Method: Maximum Likelihood. 
a. 	When factors are correlated, sums of squared loadings cannot be added to obtain a total 
variance. Table 2 
Differences Among Values for Each Motivational Factor 
Paired Samples Test 
Paired Differences 
t  df 
Sig. 
(2-tailed) Mean 
Std. 
Deviation 
Std. Error 
Mean 
95% Confidence 
Interval of the 
Difference 
Lower  Upper 
Pair  StandardIzed factor for 
1  motivation scale, agentic 
Pair 
2 
- standardized factor total 
for motivation scale, 
communal 
standardized factor total 
for motivation scale. 
-.7413  .5328  5.275E-02  -.8459  -.6366  -14.052  101  .000 
Pair 
3 
communal - standardized 
factor for motivation scale, 
hedonistic 
Standardized factor for 
motivation scale, agentic 
.2337  .6601  6.536E-02  .1040  .3633  3.575  101  .001 
- standardized factor for  -.5076  .6016  5.957E-02  -.6258  -.3895  -8.522  101  .000 
motivation scale, 
hedonistic 53 
Table 3 

Factor Matrix for Motivation with Loadings for Three Factor Exrraction. 

Factor Matrix' 
1 
I 
I 
Factor 
2  3 
Self-Expression 
Instrument' Part 
A.  Question  1 
135  200  477 
Self-Expression 
Instrument:  Part  563  156  269 
A.  Question 2 
Seff·E,presSion 
Instrument: Part 
A.  Queslion 3 
144  .168  273 
Self-E,presSion 
Instrument:  Part 
A.  Question  4 
622  287  -836E-02 
Self-Expression 
Instrument:  Part  546  - 399  367 
A.  Question 5 
Self-Expression 
219  - 197 Instrument: Part  334 
A.  Question 6 
Self-Expression 
Instrument:  Part  384 479  - 306 
A.  Question 7 
Se~-E,pression 
Instrument: Part 
A.  Question 8 
Self.Expresslon 
Instrument:  Part 
A,  Question 9 
Self-E,presslon 
Instrument Part 
A.  QueSlion  10 
Self-Expression 
Instrument Part 
A,  Questton  11 
Self-Expression 
Instrument"  Part 
A.  Question  12 
Setf-Expresslon 
Instrument· Part 
A.  Que5flon  13 
Self-Expression 
Instrument Part 
A.  Question  14 
Self-E,presSion 
Instrument.  Part 
A.  Question  15 
SeW-ExpresSion 
Instrument: Part 
A. Question  16 
Self-Expre5slon 
Instrument Part 
A,  Question  17 
Self-Expression 
Instrument Part 
A.  Question  18 
Self·Expresslon 
Instrument:  Part 
A.  Question 19 
Self· Expression 
Instrument:  Part 
A.  Que.tion 20 
Self.Expresslon 
In5frument:  Part 
A.  Question 21 
425 
288 
619 
.387 
295 
325 
.349 
650 
516 
532 
431 
816 
584 
383 
621 
294 
141 
240 
543 
290 
301 
297 
8746E-02 
-2.16E-02 
- 103 
.472 
6 383E-02 
456 
- 106 
-200E-02 
-2.76E-02 
.532 
- 293 
248 
297 
124 
322 
298 
1 100E-02 
.107 
187 
9599E-02 
Extraction Method·  Maximum likelihood. 
a  J factors extracted  41  Iterations reqUIred 54 
goals of  the Ombudsman program which reflect efforts to ameliorate the quality of 
care in long term care facilities. Individuals with high levels of affiliation motivation 
were predicted to  be less successful in their role. These volunteers may have found 
that their personal motivations were not fulfilled through their role as volunteer 
Ombudsman therefore being likely to have lower levels of satisfaction and likely to 
experience role conflict. Individuals with high levels of agentic motivations may do 
well within the Ombudsman role if their motivations are fulfilled through their 
volunteer position. If their personal motivations are not fulfilled these individuals may 
be unsatisfied with their volunteer experience and less likely to be successful in their 
role. 
Organizational Commitment Questionnaire 
Organizational commitment reflects the volunteer's acceptance and supported 
of  the organizational goals and values (Mowday, Steer, &  Porter, 1979; Newton, 
1995). Monk and Kaye suggest that organizational commitment is especially 
important to volunteer ombudsman performance (1982). This construct has also been 
linked to job satisfaction, performance, and the amount of  time committed to tasks 
(Newton, 1995; Schaubroeck &  Ganster, 1991). Thus we expected that organizational 
commitment would directly influence both Ombudsman Effectiveness and the 
volunteer's pattern of participation. 
Research has also found that individuals who are not committed to their roles 
or the organization they serve may be experiencing role incompatibility. In this 55 
manner, the motivations of individuals influence the level of commitment to the 
organization. Alignment of an individual's goals with those of  the organization is 
crucial for effective participation. Therefore. it was expected that this measure would 
serve as a link between individual motivations and the desired outcomes. 
The Organizational Commitment Questionnaire (See Appendix B) was 
comprised of 15 items that assessed individuals' feelings regarding their 
organizational participation. The items addressed loyalty, willingness to work on the 
organization's behalf, alignment of values, intention to quit, and concern about 
organizational health (Mowday, Steers, &  Porter, 1979). Responses to each item were 
measured on a 7-point scale. Higher scores suggested stronger agreement. Items 3, 7, 
9,  11, 12, and 15 were reverse-scored before the scale was summed. 
Psvchometric properties.  Internal consistency has been shown through various 
techniques. Mowday and colleagues (1980) found a coefficient alpha for 
organizational commitment ranging from .82 to .93, with a median of .90. Factor 
analysis suggested only one factor for these items supporting this scale as a 
measurement of a single underlying construct. Finally, item analysis was conducted 
for the positively scored items. A range of .36 to  .72 was found with a median of .64. 
The results of  this analysis suggested again that the items are homogeneous and reflect 
one underlying construct. These tests of reliability have found this to be a sound 
measure of the construct under observation. Test-retest reliability analyses proved 
favorable as well, ranging from!: = .53 to .72. 56 
Convergent validity tests were explored using tests designed to analyze similar 
constructs. When correlated with the Organizational Commitment Questionnaire, a 
range of .63 to .74 was reported (Mowday et aI.,  1980).  Predictive validity was 
studied as well with favorable results. 
Reliabilitv analvsis.  In the present study, full-scale analysis of reliability for 
this scale revealed an alpha of .85 ill  =  100, N of items =  15). With the exclusion of 
Question 3 from the scale, alpha increases to .86 ill  =  106, N of items =  14). A high 
alpha value was maintained with the omission of this item. The reliability of  the 
revised scale is supported. 
Scale Revisions.  In reviewing the data, the clarity of question 3 became 
uncertain. It seems as though it may have been misread by many of  the respondents. 
Its negative phrasing may have been misinterpreted by some volunteers. The question 
reads as follows: "I feel very little loyalty to this organization?" (Reverse coded). 
The responses to this question would lead one to believe that volunteers have little 
loyalty to the organization on the whole and one might expect low levels of 
organizational commitment (See Table 4). However, the overall level of 
organizational commitment reported by volunteers was relatively high. Thus, in order 
to protect the psychometric properties of  the measure and the construct's relationship 
to outcome variables, question 3 was removed from the scale. After the removal of 
this item, the scale then was composed of 14 items, each with a possible value of 7 for 
a high score of98 rather than 105. The range was then 24 to 97 (m = 79.07, 57 
Table 4 
Frequencv Distribution for Organizational Commitment Questionnaire. Question 3 
Organizational Commitment Questionnaire, Question 3 
Frequency  Percent 
Valid 
Percent 
Cumulativ 
e Percent 
Valid  strongly disagree 
moderately disagree 
slightly disagree 
neither disagree or agree 
moderately agree 
strongly agree 
Total 
9 
3 
2 
7 
14 
71 
106 
8.5 
2.8 
1.9 
6.6 
13.2 
67.0 
100.0 
8.5 
2.8 
1.9 
6.6 
13.2 
67.0 
100.0 
8.5 
11.3 
13.2 
19.8 
33.0 
100.0 58 
so = 12.94). The descriptive statistics still reflect an overall high level of 
organizational commitment among volunteers for the Oregon Office of the Long Term 
Care Ombudsman. Alpha was lower with this item included, so the decision was made 
to delete this item from the scale. 
Missing values analysis.  In six cases, respondents failed to answer one item on 
the measure; either questions 7,8, 10, or 11.  Using SPSS's Missing Values Analysis 
(MYA), EM (Expectation-Maximization) estimation values were imputed for these 
variables. Expectation-Maximization calculates the most likely response for an item 
missing a value based on that participant's responses to other items on the scale and 
the responses of  other participants to all items on the scale. This analysis offers a more 
precise estimation for a missing value than the imputation of an average. Prior to the 
imputation of EM values, total scores could not be calculated for these cases due to 
incomplete information. The descriptive statistics provided above reflect central 
tendencies after the inclusion of six additional cases with scores derived from MV A. 
Analyses were also run without the six cases and the results were almost identical. 
Outcome Variables 
Several variables were used to measure the volunteers' success in the 
Ombudsman role. These include: (a) frequency of  visits to assigned facilities, (b) time 
spent in Ombudsman role, (c) percent of  cases reported by the Ombudsman left 
unresolved, and (d) number of  complaints filed against the Ombudsman. The first two 
items represent a pattern of participation for the individual Ombudsman volunteer. 59 
Data on these items were collected from Monthly Activity reports submitted by the 
volunteer Ombudsmen. The latter two variables represent the volunteers' effectiveness 
in their role as an Ombudsman. The outcome variables were compiled from existing 
databases developed by the Office of  the Long Term Care Ombudsman. 
Data limitations.  Those participants who had not been with the organization 
for more than a month were dropped from the analysis. It is unlikely that success 
outcomes would prove significant for these individuals. Participants were excluded if 
their date of certification was after March 1998, the date data collection for outcomes 
ended. Data from the Ombudsman program ,vere examined from October 1996 to 
March 1998. For participants certified during March 1998, exclusions were made 
unless reports had been filed for their month of activity. Typically, one month was 
subtracted for each individual trained during data collection to allow for a grace period 
in filing reports. The months an Ombudsman was on Leave of  Absence (LOA) were 
also subtracted from the active months used to standardize outcomes. Based on these 
factors, those individuals with a total sum of  active months equaling zero were also 
excluded. Thirteen respondents did not have valid outcome measures due to a late date 
of certification or a zero sum of  months of activity during the data collection period. 
reducing the total number of cases in the study (N = 92). 
Variable substitution.  In evaluating the outcome variables it was determined 
that a variable "% of cases resolved" may not be as valuable a measure of success in 60 
the Ombudsman role as number of cases resolved.  For the following reasons, "# of 
cases"  was used in place of the original indicator. 
The variable was computed as "# of cases unresolved / # of  cases filed" to 
determine the percent of cases unresolved for each participant. Those individuals who 
did not submit case reports received a zero. For 36 participants, the number of cases 
reported was zero. For these participants the missing value code was recoded as zero 
to show 0 cases filed and 0 cases unresolved. However, this was not a good solution 
given that the value appears to reflect 0% unresolved cases for those who did not tum 
in reports. Individuals who should receive the more negative value were in fact 
rewarded by this computation. 
Furthermore, 77 of  the 106 (73%) participants had 0% unresolved cases. Of 
those, 36 had submitted 0 case reports to the Ombudsman program; the other 41  had 
no cases classified as unresolved. Less than 5% of participants had unresolved cases 
that reached above .5%. The lack of variance for this variable suggested that it was not 
a useful indicator of success. 
Therefore. number of cases reported by volunteers during their active period 
was utilized in place of  percent of  cases unresolved.  There were still 36 participants 
who submitted 0 case reports, however this variable provided a more accurate 
reflection of the volunteer's success by attributing the lowest score for this variable 
(zero) for those who do not fulfill this obligation. The range of values is larger, which 
may allow for a more accurate reflection of success. 61 
Variable construction.  The variable for time was compiled from the Monthly 
Activity sheets submitted by Ombudsmen. The total minutes spent in activities for the 
volunteer role was divided by the number of active months the Ombudsman had been 
in the role. This created a variable retlecting the time devoted to the role standardized 
for differential lengths of tenure and accounting for official leave of  absence periods 
and a grace period for new volunteers. Similar steps v,ere taken to construct the 
frequency of visits variable. 
The number of cases reported by Ombudsmen was compiled from the Case 
Report sheets filed by Ombudsmen. This variable was also standardized by dividing 
the total number of cases reported by an Ombudsman by the number of  months the 
volunteer had been active in the role. The number of complaints tiled against the 
Ombudsman was reverse-coded so that higher levels of  this variable reflected a 
positive outcome. In order to be able to reverse coding, this variable was transformed 
into an interval scale \vhere ° complaints was equal to 4,  1 complaint equaled 3, 2 
equaled 1, and 3 or more complaints equaled a score of  0.  This variable was then 
standardized by the division of  the number of  months the volunteer had been active. 
Due to some extreme outliers and a relatively high rate of nonreporting for the 
Monthly Activity sheet and Case Reports, these variables were truncated to normalize 
the data. The number of complaints against Ombudsmen was also truncated due to the 
high rate of zero and limited variance. A log transformation, base 10, was used to 
recompute each of  these outcome variables. See Figure 2 for histograms illustrating 
the normalization of these variables after transformation. 62 
Figure 2.  Histogram with normal curve for transformed outcome variables. 
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CASESM02  complaints - reverse coded, integral, fmo, and truncated 63 
Procedure 
Data were collected via mail-back questionnaires and by utilizing information 
from existing databases at the Oregon Office of the Long Term Care Ombudsman. 
The measures were sent to all volunteers for this program based on the current 
volunteer roster. Included with the measures was a cover letter requesting participation 
and explaining the study, a support letter from the Oregon State Ombudsman Office, 
an informed consent form (in duplicate - participants kept one copy for their files), 
instructions, and a postage paid return envelope. Participants were assured of the 
confidentiality of  their responses. See Appendix C for the Informed Consent Form and 
Appendix 0  for a copy of  the support letter from the Ombudsman Office. The 
questionnaires were coded with a sequential number originally assigned to the 
Ombudsman (so that a link could be made to earlier data). 
The outcome variables were obtained from the state of  Oregon's Office of  the 
Long Term Care Ombudsman databases. The statIfrom the Office of  the Long Term 
Care Ombudsman assisted in the compilation of  a database with relevant outcome 
information linked only by subject ID number. This was done only for the subset of 
participants who participated in our specific research project. Names were not entered 
in the data tile. Thus no names or other identifying information were on the 
questionnaires or files. 
After two weeks a reminder postcard was sent to those who had not yet 
returned their packets. Four weeks past the distribution date, phone calls were made to 
those Ombudsmen who had not responded to expedite returns and further encourage 64 
participation. It was estimated that 100 - 125 volunteer Ombudsmen within the state of 
Oregon would choose to participate. 
Analvses 
The open-ended question regarding motivations for involvement as a volunteer 
Ombudsman (Demographics Questionnaire, see Appendix B) was examined along 
with the motivations portion of  the Self-Expression Instrument. Agreement between 
this response and the items listed as "extremely important" or ""important" would 
suggest the validity of  this measure as a ref1ection of one's motivations toward 
participation. 
All analyses were conducted through the use of SPSS (Statistical Package for 
the Social Sciences), Version 9.0 (1998). Correlations among variables were 
considered moderately significant at the 12 < .10 level given the exploratory nature of 
this study and the need to determine which variables should be explored in further 
studies. A distinction was made between associations at this level and those 
associations significant at 12  < .05. 
Descriptive statistics were reported for demographic variables of interest. Age, 
gender, occupational status, and education levels have been noted as inf1uential in the 
literature on patterns of participation among volunteers (Nelson et al., 1995). These 
variables may also be determinants of how individuals experience involvement in the 
role of Ombudsman. Age and gender were included in the regression equations as 65 
predictors of success. Other demographic variables were included as covariates in the 
first step of the regression equation when significantly correlated with outcomes. 
Outcome variables created from the Long Term Care Ombudsman databases 
represented the goals of the organization and individual success for the volunteers in 
this model. The amount of  time devoted to this role was measured by (a) frequency of 
visits per month to their assigned facilities as well as (b) the time reported in the role 
per month. These two outcomes provided information about the volunteers' pattern of 
participation. In addition to these variables we were interested in how effective the 
volunteer is in the role. This portion of  a volunteer's success in the role of  volunteer 
Ombudsman was measured by two variables: (a) the ratio of verified complaints 
reported/resolved (complaint resolution), and (b) the number of complaints against the 
ombudsman (complaints). These again were measured as continuous variables. 
Complaints was reverse-coded so that lower scores reflected a positive outcome. See 
Appendix E for the forms used to compile outcome data. 
A correlation matrix was produced using SPSS, Version 9.0 (1998) to explore 
relationships among independent variables and dependent variables. Reliability 
analyses were completed for each of  the scales: Self-Expression Instrument, Part A 
(Motivations); Self-Expression Instrument, Part B (Satisfaction); and the 
Organizational Commitment Questionnaire. A factor analysis was conducted for the 
Self-Expression Instrument, Part A to confirm the division of  this 21-item scale into 3 
factors. 66 
Four regression equations were run using Linear MUltiple Regression Analysis 
to explore the relationship of motivations, satisfaction, and organizational commitment 
to success in the Ombudsman role. The effect of each variable was determined for the 
predictors of success in the ombudsman role (4 equations). The effect of  the regression 
models, inclusive of all variables of interest to the volunteer experience, was found 
from an ANOYA analysis. See Appendix F for regression equations. 
Each motivational factor (agentic, communal offering, and affiliation) was 
regressed along with the other constructs in the model in order to analyze the influence 
of varying motivations found to be important to the volunteers. The motivational 
factors were expected to effect differentially the outcome variables of  success in the 
Ombudsman role. This was an exploratory study that attempted to discover the 
relationship of several variables to success as a volunteer Ombudsman. therefore other 
factors of importance to the volunteer experience also analyzed including the status of 
Certitied Ombudsman Investigator (COl). This status is reserved for those volunteers 
that have been very active in the Ombudsman program with success measured in part 
by those variables studied in these regression analyses. Correlations were run for the 
outcome variables and COl status. 
Satisfaction and organizational commitment were both expected to influence 
directly both aspects of the outcome variables for success in the Ombudsman role, 
patterns of  participation, and efficiency in the Ombudsman role. The more satisfaction 
a volunteer reported with his or her experience, the more likely the individual was 
expected to have positive measures of  success in the Ombudsman role. Similarly, the 67 
higher one's Organizational Commitment, the more likely one \vas expected to have 
positive outcome measures of  success in the Ombudsman role. 
The overall significance of  the regression models was obtained in addition to 
the unstandardized beta weights and the significance for each variable in relation to 
the outcome measures. Given the numerous constructs included in this model and the 
relatively small sample size, we were aware of  the potential for Type I errors. 
However, this study was exploratory in nature and thus thorough analyses of all paths 
were conducted. Knowledge of the results may guide the development of future 
models regarding these constructs. With the inclusion of 7 variables in each model and 
a small sample size of 106, the ratio of variables to subjects is greater than 10: I. 68 
RESULTS 
In order to explore the relationships among personal characteristics, 
motivation. satisfaction. organizational commitment. and success in the Ombudsman 
role this study employed descriptive statistics. correlations among these variables, and 
regressions for each of the success variables. The Statistical Package for Social 
Sciences (SPSS). Version 9.0 was used to run all analyses. 
Communal (offering) motivations were rated among the most important for the 
majority of  volunteers. However, satisfaction scores were higher for both agentic and 
affiliation motivational factors than for the communal motivational factor. Overall, 
Ombudsmen were least motivated by motivations characterized as agentic or self­
oriented(See Table 5 for correlation table). Table 6 reveals the values for each item on 
the satisfaction and motivation scales. Rates of reporting vvere moderately higher for 
those with lower expression for agentic motivations. 
Volunteers expressed high levels of organizational commitment and overall 
satisfaction in the role. Higher organizational commitment was associated vvith higher 
levels of satisfaction, increased time committed to the volunteer role. increased 
frequency of visits, and higher rates of case reporting. A significant effect was found 
for the influence of  organizational commitment on each of these outcomes. The 
inclusion of this variable contributed to significant regression models explaining the 
variance in time devoted to the role and case reporting among volunteers. Table 5 
Correlations Among Variables for the Ombudsman Dataset 
\Age  /Gende LTC 
Exp. 
[Vol. 
[Hisror 
[. 
pC  lSarisfact  ~enric 
on  lMotivation 
('--ommunal 
1M0tivation 
~liarion 
lIviotivation 
[rime  1#  of 
Ivisi tS 
1#  of 
pses 
1C0mpiain ~OI 
rs 
\Age  1.00  .03  -.10  .13  .10  -.04  -.23*  -.02  .12  .19  .09  -.15  -.17  .04 
Gender  1.00  .04  -.05  -.08  -.19+  -.11  .03  .02  -.08  -.15  -.14  .00  -.23" 
LTCexp
IV01.  history 
1.00  .07 
1.00 
-.07 
.07 
.06 
.10 
.12 
-. I 1 
.20 
-. I 1 
-.02 
.31 ** 
-.20 
.33** 
-.20 
.28** 
-.13 
.24 
-.03 
.23' 
.04 
.10 
OC ,  1.00  .34**  .20+  .22*  .24*  .37**  .25*  .32**  .01  .23* 
Satisfaction  1.00  .28**  .23*  .35**  .08  .19+  .04  .08  . I I 
~gentic •  1.00  .52**  .58**  .07  .20+  -.07  -.05  .02 
iCommunal  1.00  .45**  .16  .19+  .09  -. 10  . I 9+ 
Affiliation.  1.00  .17  .19+  -.07  -.06  -.02 
Time  1.00  .86**  .66**  .08  .33** 
# of  visits  1.00  .58**  .05  .35*· 
# ofcases  1.00  .12  .40** 
iComplaints  1.00  -.25* 
IeOI  1.00 
Note.  a =  factor derived from the Self-Expression Instrument, Part A;  b =  derived from the Self-Expression Instrument. Part 

B;  c  = construct measured by the Organizational Commitment Questionnaire  . 

... p < .10, * p:::: .05, ** p:::: .0 I; all correlations are based on two-tailed analysis. 
70 
Table 6 
Motivation and Satisfaction Item Statistics in Descending Order, 
Grand mean = (m = 2.56). 
Motivational Items  tl  ;,fean  SD  Satisfaction Items  N  Mean  SD 
Part A, Question 3  103  3.61  .58  Part B, Question 18  91  3.44  .70 
Part A, Question 17  103  3.22  .77  Part B, Question 19  98  3.40  .68 
Part A,  Question 1  1  103  3.21  .75  Part B, Question 2  98  3.29  .75 
Part A, Question I  103  3.18  .74  Part B, Question 16  97  3.25  .74 
Part A, Question 19  103  3.18  .81  Part B, Question 10  76  3.22  .87 
Part A, Question 18  103  3.14  .79  Part B, Question 13  98  3.17  .70 
Part A, Question 16  103  3.10  .76  Part B, Question 4  86  3.14  .83 
Part A, Question 13  102  2.98  .82  Part B, Question 3  102  3.14  .68 
Part A, Question 20  102  2.94  .88  Part B, Question 9  62  3.13  1.00 
Part A,  Question 4  103  2.81  .93  Part B, Question 17  94  3.13  .75 
Part A, Question 2  103  2.77  .83  Part B, Question 6  59  3.12  .83 
Part A, Question 14  103  2.61  .91  Part B, Question 15  86  3.09  .75 
Part A, Question 15  103  2.48  .94  Part B, Question 14  84  3.05  .74 
Part A, Question 10  103  2.26  .93  Part B, Question 20  93  3.03  .85 
Part A, Question 8  103  2.07  1.08  Part B, Question I  102  3.03  .62 
Part A, Question 6  103  1.96  1.00  Part B, Question 8  60  2.95  .85 
Part A,  Question 9  102  1.92  .93  Part B, Question 7  37  2.95  .97 
Part A, Question 21  103  1.84  .93  Part B, Question I I  97  2.84  .77 
Part A, Question 5  103  1.83  1.03  Part B, Question 5  44  2.80  .93 
Part A,  Question 7  103  1.57  .91  Part B, Question 21  24  2.71  .91 71 
Organizational Commitment Questionnaire 
OveralL volunteers for the Oregon Office of the Long Term Care Ombudsman 
expressed high levels of organizational commitment. Total scores ranged from 31  to 
104 out ofa possible 105 points, m = 85.02. SO =  13.51. The median response was 87, 
meaning that volunteers tended to express moderate agreement with most items on the 
questionnaire. 
Self Expression Measure. Part A (Motivations) 
Descriptive Statistics 
The total score for the importance of  these selected motivations on the 
volunteer experience of certified Ombudsmen was an average of 53.81  (SO = 9.21) 
out of a possible score of 84 (range 34 to 84). Individual item means ranged from 1.27 
(makes no difference) to 3.61  (important to extremely important). The grand mean for 
these items revealed that, on average these items were found to lie between makes at 
least some difference and important. (m = 2.56). Communal (offering) motivations 
were rated among the most important for the majority of volunteers. An analysis of 
which questions were found to be most important to volunteers revealed that 
affiliation motivation such as creating contacts for professional pursuits (m = 1.27) 
and fulfilling expectations of family and friends (m = 1.57) were of little importance 
to the majority of volunteers. 72 
Descriptive statistics for motivational factors 
Communal (offering), factor 2, had the highest level of importance among the 
factors (m =  2.96, SD =  .48). This suggests that volunteers were more likely to find 
communal motivations important than affiliation (m =  2.73, SD =  .68) or agentic 
motivations (m = 2.22, SD = .54). 
Self Expression Instrument. Part B (Satisfaction) 
Individual values for participant satisfaction ranged from 1.42 to 4.0 (m = 3.13, 
mdn =  3.18, SD =  .54). These values express high levels of  satisfaction among 
volunteers. Based on all measures of central tendency, the average response from 
participants was satisfactory but could be better. 
Correlations 
All correlations were reported with two-tailed significance levels in order to 
observe all possible relationships among variables. A correlation table for all 
independent and dependent variables was reported in Table 5.  Personal or professional 
experience with the long term care system and date of certification (a reflection of 
tenure) are presented here but are not included in the regression models. Correlations 
among variables were considered moderately significant at the 12 < .10 level given the 
exploratory nature of  this study and the need to determine which variables should be 
explored in further studies. A distinction will be made between associations at this 
level and those associations significant at p < .05. See Table 7 for means and standard 
deviation for these variables. 73 
Table 7 
Means and Standard Deviation Among Variables for the Ombudsman Dataset 
Descriptive Statistics 
Mean 
Std. 
Deviation  N 
age of participant  64.5112  11.6687  89 
GENDER  .76  .43  92 
personal experience with 
LTC 
.73  108  70 
volunteer history 
OCQ total minus 
1.87  .83  70 
Question 3 - revised scale  79.39  12.71  92 
Standardized satisfaction 
scale 
3.1185  .5388  90 
Standardized factor for 
motivation scale, agentic 
standardized factor total 
2.2335  .5459  89 
for motivation scale, 
communal 
standardized factor for 
2.9644  .4764  89 
motivation scale, 
hedonistic 
2.7852  .6765  90 
TIMEM02  2.6743  .4149  85 
VISITM02  .7748  .3733  85 
CASESM02  .3383  .6471  70 
Certified Ombudsman 
Investigator Status 
complaints - reverse 
.27  .45  92 
coded, integral, fmo,  and 
truncated 
-.4901  .3551  90 74 
Relationships among independent variables 
Age was significantly related to the importance of  agentic motivations (r = ­
.23, p = .03). Participants were less likely to report high levels of importance on the 
agentic motivational scale with increasing age. Gender was not strongly correlated 
with satisfaction (r = -.192, p < .10): stilL slightly higher levels of satisfaction were 
found among men. 
Organizational commitment was significantly related to many other variables 
in these models. Increasing organizational commitment was associated with a 
volunteer's level of satisfaction (r = .34, p 2: .00 I), communal (offering) motivations (r 
=  .23. p < .05), at1iliation motivations (r =  .24,12 < .05), and correlated with agentic 
motivations at the p< .10 level (r = .195, p = .07). The more committed participants 
were to the organization. the more likely they were to experience satisfaction in their 
roles, and the more likely they were to express high levels of importance for all factors 
of motivation in this model. 
Each motivational factor was highly correlated with the others. The importance 
of communal motivations was significantly related to the importance of both agentic 
(r = .52, p < .00 1) and affiliation motivations (r = .45, P < .001). High expression of 
importance for agentic motivations was significantly correlated with communal (r = 
.52, p < .00 1) and affiliation motivations (r =  .58,12 < .00 1). Affiliation motivations 
were also significantly related to both agentic (r = .58, 12  < .001) and communal 
motivations (r = .45, 12  < .00 1). The correlations among these factors were very high as 
was expected given that they were derived from the same measure. 75 
A significant relationship was also found between each of the motivational 
factors and the extent to which these motivations were fulfilled (satisfaction), Part B 
of the Self-Expression Instrument. Affiliation motivations were most strongly 
associated with the expression of satisfaction among volunteers (r = .35,12:::: .001). 
Agentic (r = .28,12 < .01) and communal motivations (r = .23,12 < .05) were also found 
to have a significant relationship to satisfaction. Communal motivation was less 
correlated with satisfaction than the more self-oriented factors. 
Relationshi12s among de12endent variables 
The dependent variables (a) time devoted to the Ombudsman role and (b) 
frequency of  visits made to assigned facilities served as indicators of  a volunteer's 
pattern of  participation. As expected, these variables were highly correlated, r = .90, 
12 < .001. 
A strong relationship was also present between time devoted to the role and the 
number of  cases reported by volunteers (r = .66, 12 < .001). The more time devoted to 
the role the more likely a volunteer was to have a higher case report rate. The 
frequency of  visits was also correlated with increased case reporting, I = .58,12 < .001. 
Relationshi12s among inde12endent and de12endent variables 
Considerable correlations were found among these variables given the use of 
multi-method data. The correlations of self-report questionnaire data with behavioral 
data were unconfounded by method variance. 76 
Increasing age ,vas moderately associated with an increase in the amount of 
time devoted to the Ombudsman role (r = .186. R < .10). This relationship was not 
present between time devoted to the role and tenure with the Ombudsman project. 
Thus, the association between age and tenure did not explain the relationship between 
age and time devoted to the Ombudsman role. 
The date of certification was correlated with the number of  complaints filed 
against Ombudsmen (r = .56, R < .001). Even after truncating this variable, the 
likelihood that an Ombudsman has had a complaint tiled against him or her is 
associated with the amount of  time they have been in their role. 
Significant correlations were found between organizational commitment and 
three of  the four success variables. Higher levels of organizational commitment were 
associated with increased time committed to the Ombudsman role (r = .37, R < .001), 
more frequent visits to facilities (r = .25, R < .05), and increased case reporting 
(r = .32, R < .01). 
Satisfaction was related only to increased frequency of visits at a moderate 
level (r = .19,12 < .10). No significant relationships were found between satisfaction 
and other variables of  success in these models. 
The three motivational factors were moderately associated with increased 
frequency of visits: agentic motivation (r = .20, R < .10), communal motivation 
(r =  .19, R < .10), and affiliation motivation (r =  .19, R < .10). These relationships were 
not particularly strong and no significant correlations were found between these 
motivational factors and the other variables of success in these models. 77 
Relationships among dependent variables and COl 
Certified Ombudsman Investigators are volunteers who have been selected by 
the Ombudsman program as superior volunteers. They may take on more challenging 
cases and responsibilities. These individuals have usually been vvith the program for a 
longer period of time. they have high tiling rates for Monthly Activity Reports and 
Case Reports. and a high resolution rate for the cases they have filed. The selection of 
these individuals is based in part on the success variables used in this study and on a 
subjective assessment of  the volunteer's performance as a long term care Ombudsman. 
Thus. this variable is a combination of  the outcome variables addressed in these 
models. 
Certified Ombudsman Investigators were more likely to be male (r = - .23, P < 
.05). with high levels of organizational commitment (r = .23. P < .05), and high 
expression of the importance of communal motivation (r = .19, Q < .10).  COl status 
was related to length of  time since certification as an Ombudsman volunteer, r= -.045, 
P < .05. The negative relationship expressed an increased likelihood of COl status the 
earlier the date of certification. 
Significant correlations were found between the status of COl and high levels 
of time devoted to the role (r =  .33, P ~  .01), frequency of  visits (r =  .35, Q ~  .001), 
rates of case reporting (r = .40, Q ~  .001), and the number of complaints filed against 
an ombudsman (r = -.25, Q < .05). This variable was highly related to each of  the 
outcomes measured in these models. Notably, the relationship between COl status and 
complaints tiled against the Ombudsman was negative. This relationship might 78 
express an inconsistent relationship between complaints against Ombudsman and 
Ombudsman efficiency. 
Regression Analvses 
Regression Analyses were limited to those cases for which participants had a 
sum of active months greater than 0 ill  =  92). The total number of cases may varied 
among models. Linear regression analyses were performed for each of  four equations 
with multiple independent variables. In each model the independent variables included 
age; gender; agentic, communal (offering), and affiliation motivational factors; 
organizational commitment; and satisfaction. The int1uence of experience with the 
long term care system was removed from the equations due to a lower response rates 
on this variable. See Table 8 for unstandardized and stardardized beta weights. 
Multi-method data was utilized for these regression analyses so that these 
models explore questionnaire data predicting behavioral data. Given the exploratory 
nature of  this study, an alpha level of .10 was used to evaluate the significance of all 
regression analyses. 
Regression equation 1:  Time devoted to the Ombudsman role 
The variables in this model offered a significant contribution to the explanation 
of  variation in time devoted to the Ombudsman role, £:(7,  73) = 2.15, 2.:s .05. This 
model explains 8.5% of the variance (c = .17). 79 
Table 8 

Unstandardized and Standardized Betaweights for Regression Analysis, Models 1 - 4. 

i Rl: Time 
, B(SE) 
,  ~ 
I R2: Visits 
B(SE) 
: ~ 
R3: Cases 
B(SE) 
~ 
~ 
B(SE) 
~ 
N  81  81  67  90 
Age  .0004(.004) 
.108 
.0002(.004) 
.083 
-.0017(.008)* 
-.283* 
-.0006(.004) 
-.190 
Gender  -.0069(.102) 
-.075 
-.0080(.092) 
-.101 
-.195(.197) 
-.122 
.0023(.096) 
.028 
aCe 
Satisfaction b 
.0009(.004)* 
.307* 
-.0094(.088) 
-.131 
.0003(.003) 
.107 
.0010(.079) 
.016 
.0019(.006)** 
.400** 
-.127(.169) 
-.100 
.00008(.003) 
.027 
.0078(.085) 
.116 
Agentic a  -.0079(.109) 
-.109 
.0029(.098) 
.047 
-.351(.194)+ 
-.307+ 
-.0063(.105) 
-.094 
Communal a  .0082(.103) 
.102 
.0058(.093) 
.083 
.218(.195) 
.162 
-.0068(.100) 
-.090 
Affiliation a  .104(.086) 
.176 
.0073(.078) 
.143 
.0009(.151) 
.010 
.0015(.081) 
.027 
R2  .17  .10  .215  .05 
Note.  a = factor derived from the Self-Expression Instrument, Part A; b = derived 
from the Self-Expression Instrument, Part B; c = construct measured by the 
Organizational Commitment Questionnaire. 
+ p < .10, * p :: .05 , *  * p :: .01 ; all correlations are based on two-tailed analysis. 80 
Organizational Commitment had a significant positive effect on the time an 
Ombudsman devoted to the volunteer role, 12. =  .0009(.004),12< .05.  This was the 
only variable to approach significance in this model. 
Regression equation 2:  Frequencv of  visits 
This model did not successfully explain the variance for this variable 
(.E(7, 73) =.1.18,12 = .33). Despite the high level of  correlation between this variable 
and time devoted to the role (the other indicator of an Ombudsman's pattern of 
participation). the independent variables were able to explain variance in time devoted 
to the role and were not significant for this variable (2 = .10). Time devoted to the role 
is more inclusive and is likely a more accurate indication of a volunteer's successful 
experience in this role. 
Regression equation 3: Case reporting 
This model provided a significant explanation of the influence of  personal 
characteristics, motivations, and satisfaction on case reporting by volunteer 
Ombudsmen, .EC7.  59) = 2.31, 12  < .05. These variables explained 11 % of the variance 
in case reporting, 2=  .215. The N for this variable was lower than the other outcomes 
due to low Case Report filing rates by Ombudsmen. 
Organizational commitment was significant in determining the explained 
variance for this outcome, 12.  = .0019(.006), 12 < .01. Increased expression of 
organizational commitment was associated with increased case reporting. Younger 
volunteers were more likely to have higher levels of  case reporting, 12. = -.0017(.008), 81 
12  < .05. And, those volunteers who expressed less importance for agentic motivations 
had higher rates of  case reporting, 1l = -.351(.194), 12 < .10. 
Regression equation 4:  ComQlaints filed against the Ombudsman 
The variables in this equation were unsuccessful in explaining which 
Ombudsmen had received complaints on their performance, £:(7,77) = .62,12 = .74. 
The variance explained was insignificant, i = .05 (SE = .37). Complaints filed against 
Ombudsmen may not be the most adequate indicator of Ombudsman Effectiveness 
given the limited variance for this outcome variable. Only five volunteers in this 
sample had one or more complaints filed against them. Furthermore, correlation with 
COl status ret1ected a negative relationship revealing an obscure relationship between 
this variable and success in the role. Those Ombudsman who have had a complaint 
filed against them may be more aggressive Ombudsmen and may in actuality be more 
effective. 82 
DISCUSSION 

The altruistic nature of volunteerism does not easily lend itself to performance 
evaluation, yet for complex roles careful considerations should be given to the 
selection ofthose individuals not only willing but able to perform the responsibilities 
of  the position (Clary & Orenstein, 1991). Duration alone does not accurately describe 
the volunteer experience (Omoto &  Snyder, 1995) although this has been the outcome 
most commonly researched in the volunteerism literature. As with job performance, 
many other desirable outcomes exist for volunteer organizations. Exploration of 
psychological aspects of  the volunteer experience proved valuable to the explanation 
of certain indicators of success in the role of Long Term Care Ombudsman. The rates 
of  case reporting and the time devoted to the Ombudsman were influenced by the 
importance of particular motivations toward volunteerism, the extent to which these 
motivations are fulfilled by involvement with the Ombudsman program, and 
commitment expressed toward the organization. Frequency of visits reported by 
volunteers and complaints filed against Ombudsmen were also associated with 
motivations and organizational commitment, yet these may be less reliable indicators 
of success. Motivational Systems Theory was found to be a useful framework for 
analyzing the effects of personal characteristics and psychological aspects of  the 
volunteer experience on success and satisfaction. 
With increased cutbacks in community programs and a population of older 
adults living longer periods of  their lives in retirement has come a call for elder 83 
volunteerism (Warburton, Le Brocque, &  Rosenman, 1998). This recent focus of 
attention on volunteerism needs to be accompanied by research on the psychological 
aspects of  the volunteer experience (Omoto &  Snyder, 1991). Exploration of  the 
importance older adults expressed for motivations toward volunteerism has provided 
insight into which aspects of the experience are most appealing and which aspects of 
the position would promote increased participation of older adults in this form of 
active community participation. 
The demographic characteristics of participants in this study were reflective of 
trends reported in the literature on volunteerism (Chambre, 1993). As in many 
volunteer organizations, the individuals involved were highly educated, predominately 
female, white, married, and have had extensive previous experience with 
volunteerism. This sample was unique in that approximately 80% of  the participants 
were over the age of 55  and 39% of  them mentioned family, personaL or professional 
experience with the long term care system as a motivation toward involvement with 
the volunteer program. The age range of  participants was quite vast, but the majority 
of  the volunteers were retired or working only part-time. The time demands of  the 
Ombudsman role may explain these findings. 
This study explored motivations of  volunteers, the majority of  whom are older 
adults, and applied theories addressing the satisfaction, organizational commitment, 
and successful performance experienced by individuals serving in the Ombudsman 
role. The complexity of  this particular volunteer role allowed for the exploration of 
success outcomes related to volunteerism. Analysis of success variables, along with 84 
sustained duration of involvement, and the relationship of these desired outcomes with 
psychological characteristics may provide organizations with information valuable to 
their recruitment and selection procedures (Clary & Orenstein, 1991). For 
organizations utilizing volunteers in roles requiring more than a desire to help, 
knowledge of which persons are more likely to be able to fulfill the responsibilities of 
the role is essential. The Long Term Care Ombudsman Program is such an 
organization and should be assisted by the data provided by this study. 
Conclusions 
Increasing organizational commitment proved most valuable in the explanation 
of which volunteers were most likely to have high levels of Ombudsman effectiveness 
and positive patterns of participation. This construct has been studied previously in 
research conducted with this population (Nelson et aI.,  1995); levels of organizational 
commitment were found to be relatively high by Nelson and his colleagues as well as 
the present study. Overall, volunteers for the Oregon Office of the Long Term Care 
Ombudsman expressed high levels of organizational commitment. The key factor 
linking volunteer commitment to the organization and performance may be the 
selection of individuals with high levels of interest in the goals of  the organization. 
Individuals who strongly support the goals of the Long Term Care Ombudsman were 
more likely to devote more time to their volunteer role and were found to have higher 
rates of case reporting. 85 
The theoretical framework of  this study. Motivational Systems Theory, 
promoted the alignment of  an individual's personal goals with the goals of the 
organization. With the alignment of a volunteer's interest in advocating on the behalf 
of  residents in long term care facilities and the organization' s interest in the promotion 
of quality care and the protection of the rights of residents in long term care, goal 
alignment may be achieved. The theory was supported by the data through a strong 
association between organizational commitment and satisfaction and through the 
int1uence of organizational commitment to positive success outcomes. Organizational 
commitment had a significant positive etlect on both the time an Ombudsman devoted 
to the volunteer role and levels of case reporting. This construct was essential to 
predicting which individuals were most likely to succeed in the role of Long Term 
Care Ombudsman. 
Satisfaction was also predicted to have a significant effect on success 
outcomes. The overall expression of satisfaction with the fulfillment of motivations 
was high. Satisfaction contributed to the overall significance of  models for time 
devoted to the role and rates of case reporting, however the unstandardized betaweight 
for this variable were not significant for the outcomes variables in this study. 
Furthermore, satisfaction was correlated only with increased frequency of  visits at a 
moderate level. No association was found between this variable and the other 
indicators of  success in the Ombudsman role. The expectation that high levels of 
satisfaction would be directly associated with success in the Ombudsman role was not 
strongly supported. 86 
Although the direct effect of satisfaction may not be fully supported by this 
study, satisfaction may still be indirectly influential to success outcomes through 
organizational commitment. Expression of fulfillment of motivations toward 
volunteerism was highly and positively correlated with expression of commitment to 
the organization. As predicted by using Motivational Systems Theory. The influence 
of organizational commitment on success outcomes was significant. In future studies, 
methodology such as path analysis or structural equation modeling should be applied 
that allows for the exploration of  the indirect effect of satisfaction on success in the 
volunteer role. 
Fulfillment ofparticular motivations may be more important in determining 
the relationship between satisfaction and success than overall satisfaction in the role. 
Communal motivation was less correlated with satisfaction than the more self-oriented 
factors, despite higher expression of importance for communal motivations. The 
fulfillment of volunteers' communal motivations may be a more important aspect of 
the expression of satisfaction and consequently more strongly associated with success 
in the volunteer role. 
In order to achieve alignment between organizational goals and the personal 
goals of volunteers, it would be expected that those individuals with communal, 
offering-type, motivations would be more committed. more satisfied, and more 
successful in their role. Individuals with high levels of offering motivation were 
thought to be more likely to internalize the goals of the Ombudsman program and 
more likely to have personal goals similar to the goals expressed by the organization. 87 
Items categorized as communal (offering) in orientation were rated as the most highly 
important on the motivations measure and could be perceived as the primary reasons 
for the participation of many of the volunteers in this organization. However, a direct 
effect was not found for the influence of communal motivations on success in the 
volunteer role. 
Lower expression of  the importance of agentic motivations was moderately 
significant in the model for rates of case reporting. Those volunteers who expressed 
less importance for agentic motivations had higher rates of case reporting. This 
relationship was not significant for other success outcomes. Agentic motivations were 
among the most successfully fulfilled (satisfied) aspects of  the volunteer experience 
although they were not expressed as the most important aspects of  volunteer  ism. 
Data on the differential influence of self-oriented and other-oriented 
motivations toward volunteerism remain inconclusive in relation to success in the 
Ombudsman role. In further studies, motivations should be tailored specifically toward 
older adults who are more likely to be retired. The development of a revised measure 
may provide a more clear assessment of the influence a volunteer's reasons for 
participating in an organization have on the individual's overall volunteer experience. 
Implications 
Motivations of importance to volunteers and the satisfactorv fulfillment of  motivations 
Overall. Ombudsmen were least motivated by motivations characterized as 
agentic or self-oriented. These items included associating with people of potential help 88 
to one's professional pursuits fulfilling the expectations of family and friends, 
opportunities to identify and/or pursue training in one' s career field. and a sense of 
prestige from participation in the organization.  One communal factor also ranked 
among the least important motivational items: Raising funds to support worthwhile 
cause. Fundraising is not directly relevant to the Ombudsman role and was also found 
to be among the items least successfully fulfilled by participation with this 
organization. Each of  these items had a mean score less than 2, ref1ecting a mean level 
of importance equivalent to makes no difference. Some of  these items allude to the 
advancement of one'  s professional interests that may not be relevant for volunteers 
who have retired from their professions. Given the age range of this sample and the 
large percentage of  participants who are retired, these factors may not address the 
specific motivations that guide an older adult to participate in this organization. 
Given the relationship between the motivation and satisfaction scales, it was 
not suprising that items ranked as unimportant motivations were also rated poorly on 
the satisfaction scale. This was the case for associating with people of  potential help to 
one's professional pursuits, fulfilling the expectations of family and friends, 
opportunities to identify and/or pursue training in one's career field, as well as raising 
funds to support worthwhile cause. Each of  these items had an overall mean of less 
than 3.0, ref1ecting a response between barely satisfactory and satisfactory but could 
be better. However, the organization would not be advised to make efforts to improve 
the fulfillment of these particular motivations given the relative unimportance 
expressed for these items by the majority of participants. 89 
One item ranked poorly on the satisfaction scale, yet was found among the 
most important motivations of these participants: Identifying major community 
problems and then doing something about them. As the third most highly rated 
motivation, this items is one that should be seen as an area for potential improvements. 
Efforts should be made by the organization to address volunteers' concerns that this 
aspect of their experience in the role of Ombudsman is not being fulfilled to their 
satisfaction. 
Other motivations of particular important to the volunteers in this study were 
helping a disadvantaged group and playing a part to encourage changes in the 
community. OveralL participants rated these items as very important to important to 
their decision to participate in the Ombudsman program. The opportunities provided 
by this organization to help older adults in long term care and to playa part in 
protecting the residents and advancing efforts to ameliorate this system should be 
stressed in the recruitment efforts of this organization. 
Other items that may have been factors in the volunteers' decision to 
participate included interest in selecting a volunteer opportunity with an organization 
characterized by a minimum of friction among its members and efficiency with a 
minimum of wasted time and efforts. Given the often controversial relationship 
Ombudsmen may have with staff in the facilities they visit, it may be important for the 
Ombudsman program to offer support and to aim for positive relationship building 
among volunteers. This issue was among the most successfully fulfilled motivations 
with the majority of participants rating this aspect of  their experience as completely 90 
satisfactory or satisfactory. The latter issue. efficiency, is an attribute the organization 
seeks in its volunteers: based on these data, this is a quality these participants expect 
of  the organization as well. The mean for this item was equal to the grand mean and 
rated overall as satisfactory. but could be better. 
Other aspects of the volunteer position most successfully fulfilled by the 
organization included being able to choose the activities one would engage in and the 
time spent on them. working with congenial interesting people, participating in an 
organization that revises its priorities and policies to keep up with a changing society, 
and the opportunity to develop friendships. Participants were most highly satisfied 
with the fultillment of affiliation and agentic motivations. 
A positive relationship was expected between an offering-type communal 
orientation and success in the volunteer role. Individuals with high levels of offering 
motivation were thought to be more likely to internalize the goals of  the Ombudsman 
program that reflect efforts to ameliorate the quality of care in long term care facilities. 
Items categorized as communal (offering) in orientation were rated as the most highly 
important on the motivations measure and could be perceived as the primary reasons 
for the participation of many of the volunteers in this organization. 
Interestingly. not one of the communal motivation items was ranked among the 
five most successfully fulfilled items on the satisfaction scale. Two of the six items in 
this factor were among the least satisfactory aspects of the volunteer role. Another two 
items are below the grand mean: Playing a part in encouraging positive changes in my 
community and acquiring more knowledge about the community and how it operates. 91 
Playing a part in encouraging positive changes in my community along with helping a 
disadvantaged group and identifying community problems and doing something about 
them were all ranked among the most important motivations expressed by participants. 
Although these volunteers are not completely dissatisfied with the extent to which 
their volunteer experience allows for the expression of these communal motivations, 
steps could be made by the organization to improve the volunteer experience by 
improving opportunities for these motivations to be more thoroughly expressed. 
Fulfillment of agentic motivations was predicted to be linked to overall 
satisfaction,  sustained volunteerism, and to the overall satisfaction of volunteers with 
their experience (Janoski &  Wilson. 1995: Omoto & Snyder, 1995). Literature on 
volunteerism has revealed that those individuals who were most likely to gain personal 
benefits from involvement in volunteer efforts were most likely to choose to volunteer. 
According to  Pool (1997). individuals who expect to receive personal benefit or 
fulfillment of personal goals from successful performance are more likely to be 
satisfied in their volunteer position. The extent to which volunteers perceive the 
likelihood of fulfillment of  their personal goals may be embedded in the alignment of 
these personal goals with the perceived goals and values of  the organization.  High 
satisfaction ratings for some agentic motivations may. therefore, be valuable in 
achieving satisfaction and success among volunteers. 
Satisfaction was ranked particularly high for the fulfillment of the desire to be 
able to choose the acts that one would like to engage in and the time spent on those 
acts. The flexibility of  this position seemed to be very appealing and well developed 92 
by the organization. This flexibility, unfortunately, often means that some volunteers 
choose not to fulfill certain obligations of  the role such as submitting monthly activity 
reports and case reports. The organization must consider that sustained duration is 
valuable only as long as the volunteer is performing successfully in the Ombudsman 
role. A balance must be established to allow volunteers the flexibility they desire but 
also requires the fulfillment of Ombudsman obligations. 
Similarly, fulfillment of  affiliation motivations may not be preferable from an 
organizational standpoint given a possibility that individuals with high affiliation 
motivations may have difficulty withstanding controversial situations and maybe more 
likely to align themselves with concerns of the facilities they investigate by forming 
friendships and attachments with staff members. Individuals with high levels of 
affiliation motivation were predicted to be less successful in the Ombudsman role. It 
was predicted that these volunteers might find that their personal motivations would 
not be fultilled through their role as volunteer Ombudsman and would therefore be 
likely to have lower levels of satisfaction. 
Conversely, each item on the affiliation scale appeared in the top five items on 
the satisfaction scale. Although one would hope for positive relationships among 
volunteers and between Ombudsman program staff and the volunteers, volunteers who 
seek "opportunities to work with congenial, interesting people" outside of this 
framework may not be best suited for the role of Ombudsman. These volunteers may 
best serve the organization by volunteering as a friendly visitor. Continued efforts 
should be made in Ombudsman training to make the role of the Ombudsman clear and 93 
to provide alternatives for persons with motivations that may not be fulfilled by the 
role. 
Knowledge of  the motivations of importance to the volunteers in this program 
and the areas where the organization has been and has not been successful in fulfilling 
these motivations should be used by Ombudsman programs as a tool for the 
recruitment and retention of  volunteers. 
Relationship of success outcomes to COl status 
Selection of volunteers as Certified Ombudsman Investigators (COl) is based 
in part on the success outcomes explored in this study. Program Administration also 
gives consideration to duration of service and a subjective critique of the capability of 
each volunteer. Positive relationship were found among cor status, high levels of 
organizational commitment, high expression of the importance of  communal 
motivation. and length of  time since certification as an Ombudsman volunteer.  This 
variable was highly related to each of  the outcomes measured in these models. 
Notably, the relationship between COl status and complaints filed against the 
Ombudsman was negative. This relationship might reveal an inconsistent relationship 
between complaints against Ombudsman and Ombudsman efficiency. 
Though COl status was not formally analyzed as a success outcome in the 
regression models, the results provided evidence for the value of utilizing this variable 
in future studies. More importantly, the correlation between this variable and success 94 
outcomes provided validity for the outcomes in this study. This association verifies 
that the outcomes used are related to the program' s desired outcomes. 
Success Outcomes for Volunteers 
Other organizations able to develop a set of expectations for their volunteers 
may be able to explore the relationship between organizational commitment and a 
successful volunteer experience. Once selection of volunteers has surpassed sustained 
duration by volunteers. then increased organizational commitment should be 
considered as a means to obtaining organizational goals more effectively. The 
association bet\veen organizational commitment and satisfaction supported by this 
study and in other research (Omoto &Snyder. 1995: Porter & Steers. 1973) further 
supports the utilization of  this construct in volunteer program management. 
Overall time commitment and the rate at which volunteers submit reports to 
the organization are among the many indicators one could examine in regards to a 
successful volunteer experience. With further studies will come the analysis of other 
aspects of the volunteer experience. The outcome variables may be expected to differ 
between organizations, however continued research should produce guidelines for 
programs seeking to evaluate the performance of their volunteers. As organizations 
expand volunteer opportunities and come to rely on this powerful resource. 
performance evaluation and the thoughtful selection of volunteers for key roles may 
be expected to rise. 95 
Limitations of the Studv 
Missing data 
Some participants missed items on the reverse side of the demographics 
questionnaire. Unfortunately, the response rates for questions regarding previous 
volunteer experience and an open-ended question regarding motivation to volunteer 
were lower than for other variables in this study. Each of  these items proved valuable 
in the exploration of  characteristics and psychological aspects influential to the 
success of volunteers in the Ombudsman role. The lower response rates for these 
variables required their exclusion from the regression models. Had sufficient data been 
available to include these variables without jeopardizing the power of this analysis, the 
total variance explained by these models would be expected to be greater than that 
found with the models utilized in the present study. Correlations among these 
variables and the success outcomes were highly signiiicant. See Table 5. 
Generalizability 
With a response rate of approximately 70%, generalizability may be achieved 
for this population of volunteers. However, consideration should be given to the 
likelihood of  selection effects. The participants in this study reported high levels of 
satisfaction and organizational commitment. It could be suggested that those 
volunteers who were more satisfied and more committed to the organization were 
more likely to respond. Steps may need to be taken in future studies to determine any 
differences between respondents and nonrespondents. 96 
To generalize these finding to the volunteer experience of individuals involved 
in other programs. efforts must be made to determine the extent to which the success 
outcomes are similar. The variables used in this study represent only a few areas that 
may be considered in describing the successfulness of a volunteer. As the body of 
literature on the volunteer experience expands, other indicators of success should be 
evaluated in order to select those outcomes most valuable to each organization. 
Variable substitution 
As this was the first study to explore success outcomes for the Ombudsman 
program. the development of indicators of Ombudsman efIectiveness and patterns of 
participation was exploratory. In evaluating the outcome variables. it was determined 
that the resolution rate was not as valuable a measure of success in the Ombudsman 
role as cases reported. Data on the rate of case reporting was to be used in the 
calculation of a resolution rate so this was a reasonable substitution. 
Report submissions bv volunteers 
Among the volunteers who received lower scores for case reporting, time devoted 
to the role, and frequency of visits may be some Ombudsmen who did file cases with 
the organization and devote a great deal of time to their role yet do not submit the 
proper forms to the organization. The outcome variables were measured by the 
program's record of  these variables and this dataset is reliant on the submission of 
Monthly Activity Reports and Case Reports by the volunteers. This is a requirement of 
the position; nevertheless, it is an aspect of the position often neglected by volunteers. 97 
Lower scores for those who did not submit forms still reflect lower levels of  success in 
the Ombudsman role as this is an expectation of all volunteers. However, in order to 
distinguish between low rates of reporting on the appropriate forms and actual low 
levels for each success outcome, future studies may benetit by developing a method of 
determining how often a volunteer submits the forms necessary to obtain the success 
outcomes. A separate variable could be created to reveal reporting rates in addition to 
the other variables created. 
The exclusion of newly certified Ombudsmen 
A total of 11  participants were excluded from this study due to the recentcy of 
their certification as Ombudsmen. The outcome data for these individuals were not 
useful as they were unlikely to have had an opportunity to complete Monthly Activity 
Reports or Case Reports by the time data collection had ended. Further studies may be 
able to  utilize information reported by these participants if researchers are able to 
obtain additional outcome data past March 1998. A longitudinal study may be 
developed that could address the relationship between the responses of  the newly 
certified Ombudsmen and their later performance on the outcome variables explored 
in this study. 
Further Research 
Previous Volunteer Experience 
Literature on trends in volunteerism reveals that the tendency to volunteer is often 
a lifelong commitment (Chambre, 1987; 1993; Fischer & Schaffer, 1993). Further 98 
exploration of volunteer history should be conducted to determine the influence of  this 
variable on the ability of individuals to fulfill the obligations of the position. A 
signiticant association was found between the extent of one's previous experience 
with volunteerism and each of  the four success outcomes: time devoted to the role, 
frequency of visits, cases reported, and the number of complaints filed against the 
Ombudsman. Those participants with a more extensive volunteer history were found 
to have higher rates of case reporting, lower incidents of  cases reported against them, 
more time devoted to the role. and more frequent visits to facilities. Significance for 
the regression models for time devoted to the role and case reporting was increased 
\vith the inclusion of  volunteer history as a predictor. This variable was not included in 
the models for this study due to lower response rates for this question; however, future 
models exploring volunteer success should include this variable. 
Socioeconomic status 
In future studies, researchers should continue to explore the influence of education 
along with occupational status and income (SES) on the ability of  volunteers to fulfill 
the expectations of the role. The participants in this study were very highly educated 
with many having worked in health care, law. or with the elderly. The time demands 
and driving expenses may be limitations for some potential volunteers with a lower 
SES. In this study, the variance among volunteers was limited and the income levels 
of volunteers were not obtained. This would be a valuable asset to further exploration 
of volunteer characteristics. 99 
Structural equation modeling 
In order to examine the influence of volunteer characteristics, satisfaction in the 
role, and organizational commitment on success in the Ombudsman position most 
effectively, further studies of  these data should utilize structural equation modeling. 
This method allows for the exploration of indirect as well as direct effect of  these 
variables and the hierarchical analysis of  these variables. Furthermore, multiple 
indicators may be utilized to explore a single construct, such as satisfaction, that may 
provide a more comprehensive analysis of the data. 
Other psvchological aspects of the volunteer experience 
Other measures completed by participants in this study may contribute to the 
understanding of  the influence of psychological and demographic characteristics on 
the volunteer experience. Particularly measures exploring the integration of  the 
Ombudsman role into one's self-concept. namely personal projects and possible 
selves. The motivations expressed by volunteers and the commitment expressed 
toward the organization may be influenced by the extent to which a volunteer 
integrates the role as an Ombudsman into his or her self-concept. Data from these 
measures should be explored in conjunction with the variables so far explored in the 
study of  psychological aspects of  the volunteer experience for long term care 
Ombudsmen. 100 
Summarv 
Though exploratory, this study was able to establish relationships among 
variables influential to the volunteer experience for Oregon Long Term Care 
Ombudsmen. Organizational Commitment was confirmed as a primary construct in 
assessing the success of individuals in the program and the overall application of 
Motivational Systems Theory proved valuable to the exploration of volunteer success 
in the Ombudsman role. Based on motivations of importance, successfully fulfilled 
aspects of the volunteer position, and demographic information. the Oregon Office of 
the Long Term Care Ombudsman may be able to enhance their strategies for the 
recruitment and retention of volunteers. Also. these data provide the organization with 
information on the overall level of satisfaction and organizational commitment among 
their volunteers. 
The implications of  this study reach beyond the assessment of Ombudsman 
program volunteers. to the idea of success as a measurable goal for volunteer 
organizations. This study may assist in the development of further analyses that may 
explore the indirect effects of satisfaction, motivations, and organizational 
commitment on the success of volunteers. The complexity of evaluating success as an 
outcome for volunteers necessitates such exploratory studies to detine the 
relationships between variables. This study provided valuable information for use by 
the Oregon Office of the Long Term Care Ombudsman. applied Motivations Systems 
theory to the exploration of  the volunteer experience for this population. and addresses 
the relationships between key constructions of influence to volunteer success. Further 101 
research may expand on the results provided here to increase our knowledge of  the 
motivations for prosocial behavior. such as volunteerism, and assist organizations in 
the achievement of alignment between the personal goals of  volunteers ad those of  the 
organizations. 102 
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CERTlFIED  OMBUDSMAN J08 DESCRIPTION 
MAIOR  R£'spo~'II'Lm£'s:  Certified Ombudsmen are resident advocates who investigate and 
resolve complaints in order to protect the rights, dignity and safety of residents of nursing 
homes, residential core fadlities, adult foster core homes and assisted living fadlities. 
Sp£onc DlTTlES: 
+  Visit with residents, identifying complaints and concerns. 
~  Monitor resident care, staffing and building fadlities. 
~  Investigott' all complaints. 
~  Work with ladlity staff to corred problems, using a continuum of problem 
resolution and advocacy skills. 
+  Report all apparent cases af abuse as required by law. 
~  Submit reparts monthly. 
+  Maintain communication with the Office of the Long Term Care Ombudsman. 
~  Promote respect and rapport between residents, fadlities' staff and Ombudsman 
program. 
~  Inform residents, families and fadllty staff about residents' rights. 
+  Maintain confidentiality as reqUired by law. 
QUAunCAn~  AND SklW:  Good communication and problem-solving skills. Must be 
assertive and objective. Must be dependable and reliable. Must be 21  years of age or 
older. 
TIlAINTNC ANt> BENUTTS:  Must a"end 48 hours of initial training. Must at1end six continu­
ing education sessions annually. 
TIM£ COMMITM£NT: A minimum of sixteen hours roch month, and a one yror commitment. 
HOURS:  Flexible 
Octobft 1995 109 
Appendix B:  Instrumentation 
Demographic Information 
Self-Expression Instrument 
Organizational Commitment Questionnaire IIG 
Demographic Information 
1.  Please place a check next to your gender.  Male  Female 
2.  How old are you? 
3.  What is  your racial/ethnic background? 
Caucasian  Native American 
African American  Asian 
Latino  __Other (Specify: ________ ) 
4.  Are you:  married  divorced  widowed  single__ 
5.  Please indicate the last year of school you completed. 
Less than 8
th  __Partial College 
__Junior high (9
th 
)  __Associate or technical degree 
__Partial High School (10
th  or 11 th)  __Bachelor'S degree 
High School Graduate 	 __Graduate degree 
6. 	What is your current occupation? 
Full-time  __Self-employed 
Part-time  Do not work outside the home 
Retired 
7.  Please describe your current or previous occupation. 
8. How long have you been a long-term care ombudsman? __yrs. __months III 
9.  What lead you to become an ombudsman? 
10.  Would you describe yourself as: 
__heavily involved in volunteer work throughout my life 
__somewhat involved in volunteer work throughout my life 
__rarely involved in volunteer work throughout my life 
never before involved in volunteer work 112 
Self-Expression Instrument 
I.  PLEASE READ CAREFULLY. TIllS QUESTION HAS TWO PARTS. READ TIlE rNSTRUCTIONS 

FOR PART A AND COMPLETE BEFORE GOING TO PART B. 

A.  People panicipate in volunla!)' associations such as the Long-term Care Ombudsman program for a variety 
of reasons.  Listed on the following page are some aspects of membership individuals may feel are  imponant 
reasons for panicipating in organiUltions such as the Ombudsman program. 
We would like to find out which of these reasons would be important to you  if you were deciding how to 
allocate your time and energy in the general area of  volunteer activity.  That is,  what are you  looking for in a 
volunteer organization?  How impor1ant to you are each of the aspects of membership listed?  Please look at 
each item and indicate, on the left side of the list, your response by puning an  X through the appropriate 
number. 
First, read the item, then decide how important it is as a reason why you personally panicipate in the 
Ombudsman program. Ifthe item is extremely important to.you, put an X through (I) for  "extremely 
important'. Ifthe item is important but others (the "t!XtTemely important" ones) are more important, put an X 
through (2), for "imporumt." Ifthe aspect (nem) makes some difference to you, but it  is not  as import.ant  as 
those you marlced "important," or"atremely important," put an X through (3) for "moJas some differena." 
Ifthe item makes no difference to you, put an X through (4) to indicate thanhis aspect "maks no 
difference." 
Remember, we are interested in the things that are really important to you personally.  It does not maner 
whether they would be important to anyone else or whether they are official goals of  tQe organization.  Keep in 
mind that  we  want you to place each of  the aspects of membership in one of  the four  labded categories­
exuemely imporutnt, important, makes some difference, or makes no difference 
BE SURE YOU HAVE COMPLETED PART A BEFORE YOU BEGIN PART B.  Thank you! 
B.  Now  we would like to find out about your own experience in the Long-tenn Care Ombudsman program. 
Think about your participation in the Ombudsman program and ask yOW'SClf which of  the aspects being an 
Ombudsman has allowed you to experience perronally.  For each aspect, put an X through the number, to the 
right of the list, that corresponds to how satisfied you have been with that aspect of  your experience. 
Ifyour participation in the Ombudsman program bas allowed you to experience that aspect of  membership as 
much as you desire, put an X·through (1) for  "completely satisfactory." If your role as an Ombudsman has 
allowed you to experience that aspect to some ext~ but not as much as you would like, put an X through (2), 
for "satisfactory but could bt btllu." Ifyou have experienced that aspect of panicipation in the organization 
only a little, put an X through (3) for "barely satisfactory."  Ifyour experience in this organization has not 
allowed you to experience 8 particular aspect at all, put an X through (4) which indicate that your  experien~ 
with this aspect has been  "complt/ely unsatisfactory." Ifthe item is not applicable to your own situation as an 
Ombudsman sdect (NA) by putting an X through this category.  NA (Not Applicable) should be used only for 
items you marked as "makes no difference." 
1_  Playing 4 part in t!JIcouraging positi\le changes in  (1)  (2)  (3)  (4)  (NA) 
my comnwnity  I (1)  (2)  fa(  (4) 113 
Self- Expression Instrument: 

Motivation to  Volunteer and Satisfaction Within  Volunteer Role 

I - Extremely Important  I - Completely Satisfactory 
2 - Important  2 - Salisfactory but could be better 
3 - Makes some difference  3 - Barely Satisfactory 
4 - Makes no difference  4 - Completely Unsatisfactory 
NIA  - Not Applicable 
A. Importance to You 
(1)  (2)  (3)  (~) 
(1)  (2)  (3)  (-I) 
(1)  (2)  (3)  (4) 
(1)  (2)  (3)  (4) 
(1)  (2)  (3)  (4) 
(1)  (2)  (3)  (4) 
(1)  (2)  (3)  (IJ 
(1)  (2)  (3)  (-I) 
(1)  (2)  (3)  (() 
(1)  (2)  (3)  (-I) 
(1)  (2)  (3)  (I) 
(1)  (2)  (3)  (I) 
(1)  (2)  (3)  (4) 
(1)  (2)  (3)  (4) 
1. Pltying a part in encour2ging positive changes 
in my community 
2. Working with congenial, interesting people 
3. Helping a disadvantaged group in the 
community 
4. The opportunity to experience a vlIriety of 
tnining opportunities for sdf-development 
5. The opportunity to  identify and/or pUl"Sue 
intercrts and tntining rruted to a C2rttr. 
6. Doing interesting things thll( cnllble me to 
cscape the routincs of my job or my work at home 
7. Fulfilling the expecutions of my family and 
friends 
8. Obtll.ining training to develop my skills in 
ludership and lIdministration 
9. A sense of prestige from my participation in the 
organiudon 
10. The opportunity to develop friendships 
11. Identifying major community problems and 
then doing something about them 
12. Association with people who :are of potential 
help to.me or my spouse in business of professional 
punuits 
13. Participating in an org:aniution that takes an 
JCUve role in innuencing public policy 
14. Exercising my own ICJldenbip and 
administntive talents 
B.  Satisjaaion With 
Expuience 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
. 
(1 )  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  (NA) 
(1 )  (2)  (3)  (4)  (NA) 
(1 )  (2)  (3)  (4)  (NA) 114 
I - Extremely Important 
2 - Important 
J  - Makes some difference 
4 - Makes no difference 
I - Completely Satisfactory 
2 - Satisfactory OOt  could be better 
3 • Barely Satisfactory 
4 - Completely Unsatisfactory 
NtA  • Not Applicable 
A.  Importancl! 10 You  B.  Saris/action  Wilh 
ExpuiU/CI! 
(1)  (2)  (3)  (4)  15. The opportunity to  improve myself by 
following the eumples set by other members 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  16. Participating in an organization that revises its 
priorities and policies to keep up with changes in 
our society 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  17. Participating in an efficient organization that 
tr.lnsacts its  business with a minimum or wasted 
timc and elTort 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  18. Being ablc to cboosc activities tbat I wanl to 
cngage in andlor the time J spend on them 
(1)  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  19. Participating in an org2llization char.lctcriud 
by a minimum or rriction among its mcmbers 
(1 )  (2)  (3)  (4)  (NA) 
(1)  (2)  (3)  (4)  20. Acquiring more knowledge :about tbe 
community and bow il opcr:ates 
(1)  (2)  (3)  (4)  (NA)  . 
(1)  (2)  (3)  (4)  21. R1I~ing funds to support worthwhile cause  (1)  (2)  (3)  (4)  (NA) 115 
Organizational Commitment Questionnaire 
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Organizational Commitment Questionnaire (OCQ) 
Instructions 
Listed below are a series of statements that represent possible feelings that individuals might have about 
the organizations for which they volunteer.  With respect to your own feelings about the Oregon Long­
term care Ombudsman program please indicate the degree of your agreement or disagreement with each 
statement by selecting one of the  seven alternatives below for each statement.  Place the appropriate 
number before each statement. 
1 - Strongly disagree 
2 - Moderately disagree 
3 - Slightly disagree 
4 - Neither disagree nor agree 
5 - Slightly agree 
6 - Moderately agree 
7 - Strongly agree 
1. 	 I am willing to put in a great deal of effort beyond that normally expected 
in order to help this organization be successful. 
2. 	 I talk up this organization to my friends as a great organization to 
volunteer for. 
3. 	 I feel very little loyalty to this organization. 
4. 	 I would accept almost any type of assignment, or position responsibilities, 
in order to keep working for this organization. 
5. 	 I find that my values and the organization's values are very similar. 
6. 	 I am proud to tell others that I am part of  this organization. 
7. 	 I could just as well be working for a different organization as long as the 
responsibilities were similar. 
8. 	 This organization really inspires me to be the very best in me in the way of 
role performance. 
9. 	 It would take very little change in my present circumstances to cause me 
to leave this organization. 
10. 	 I am extremely glad that I chose this organization to work for over others I 
was considering at the time I joined. 
11. 	 There's not too much to be gained by sticking with this organization 
indefinitely. 
12. 	 Often, I find it difficult to agree with this organization's policies on 
important matters relating to its volunteers. 
13. 	 I really care about the fate of  this organization. 
14. 	 This is the best of all possible organization for which to volunteer. 
15. 	 Deciding to volunteer for this organization was a definite mistake on my 
part. 117 
Appendix C: Informed Consent Form 
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Informed Consent Form 

(10  duplicate: send one back to us; keep the other for your files) 

Tide of Investigation: The  Ombudsman uprnencc.· Predictors ojSaIlJ(acllon and Succ(Js 

lnvesl.Igators:  Karen Hooker, Ph.D. (541)737-1099, Director, 

Program on Gerontology, Oregon SUIe University 

John Edwards, Ph.D. (541 )737-1370 

Assisunt Professor, Department of Psychology 

KeVUI  Lanning.  Ph.D. (541)737-2311 

Associate Professor, Department of Psychology 

Wayne Nelson, 1-800-522-2602 

Deputy Director ofthe State Office of  the Long Term Care Ombudsman Program 

Kimberly N.  DeHan (541)753-6392 Gr.tduate Assistant, 

Department of Human Development and Family Sciences 
Explanation: As a volunteer for the Office of the Long Term Care Ombudsman you playa major role  111 
the success this program has experienced in advocacy efrons. We would like your assisunce 111  coUectiog 
information regarding several personal charaaeristics including your motivations to become a volwneer 
and your satisfaction with your experience. This study will faciliune efrons to enhance recruitment and 
tIaining of volunteer Ombudsmen. If you are willing to participate in  this STUdy,  you will be completing a 
series of questionnaires and mailing the packet back to us in  a pre-addressed, stamped mailer which will 
be  included.!! is estimated that completing these questionnaires will take approximately one hour of  your 
time. 
Risks and Benefits: Risks associated with completing the questionnaire are minimal. It is possible that 
thIDking about your role as an Ombudsman or your reasons for becoming involved with this organiz;rtion 
could raise some uncomfortable thoughts. Please note that participation is  completely voluntary and you 
are free to leave any questions blank. The b~nefrts of  participation are that you can take pride and 
satisfaction in Icnowing that you will be alnuibuting to a Icnowledge base which may help strengthen the 
Ombudsman program. 
Coofidentiality· The information you provide will remain confidential with regard to your identity.  All 
questionruaires are coded by numbers and will be kept in  locked files in  a locked, private office.  The 
investig;n.ors and lr.!ined students will be the only people who will have access to the files. 
Further Information: You are invited to call the investigators at the above listed numbers if you have any 
questions about the study, now - or in the future  A brief surrunary of the results from the study will be 
prepared and sent to those who have participated 
This is to certify that I ______________________ 
(Please pnnt your name) 
bereby agree to panicipate in a scientific STUdy.  I understand that my participation IS  voluntary 
Date  Signature 
Study explanation should b~ sent to this address:  phone 119 
Appendix D: Letter of Support 
from the 
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Office of the Long Tenn Care Ombudsman 
3855 Wolverine NE. Suitt' b .,:9 
 regon 

$alt'm. OR 97310 
Inhn A.  )(il%N~r. M.D.. (..wrmnf 
(503) 378-6533 
May II, 1998  Toillree 1-800·522-2602 
TDD (503) 378-51147 
FAX (503) 373-0852 
Certified Ombudsmen and 
Certified Ombudsman Investigators 
Subject Oregon State UniversitylL  TCO Volunteer Research Project  ~s. 
Dear Volunteer Ombudsman:  man 
Rer:dJitg ru  b 
Each of you knows first hand why the role of the volunteer ombudsman is considered one of  CUa6lyCIn 
the most difficult in the field of aging. You face many challenges and difficult conditions on a routine basis. 
But despite isolation, and sometimes inadequate support, researchers have consistently shown that you mak~ 
a difference. Your grassroots monitoring and sentinel effects are critical to due process and resident choice in 
long te~  care. The 1995 Institute of Medicine study emphasized the value of your contributions by 
concludmg that you serve a "vital public purpose" by challenging government and provider actions harmful 
to  resident interests. It acknowledged your unique role as an uncompromised resident ally. 
Unfortunately, there is very little information on the  factors that make the ombudsman volunteer effon 
meaningful for some, but less so, or not at all, for others, and there is very lillie known about what 
contributes to effective problem resolution skills. Without such information, and without a clear 
understanding of what can be done to assist you in  your work. effective program policies will continue to  be 
difficult to formulate. 
This office and Oregon State University are  interested in  the  nature of your volunteer work experience. We 
look forward to working with an  outstanding OSU research team. comprising Dr. Karen Hooker. whom 
some of you know form the Oregon Gerontological Conference. Dr.  Kevin Lanning. Dr. John Edwards and 
graduate student Kim Dehart. 
As intended by law, we will make our complaint outcome and volunteer participation data available to this 
important project. Of course. we will maintain complete resident confidentiality. But we also need your help. 
The only way we can find out about the ombudsman job is to ask you. All volunteer ombudsmen have been 
sent these questionnaires. 1be information you provide will be used to help improve the Oregon ombudsman 
program and other ombudsman programs nationally. But for this information to be useful. each 
questionnaire must be completed and returned. 
You may be assured of complete confidentiality. The questionnaire has an identification numbe~ for  f!1ai~ing 
purposes only. This is so that we may check your name off of the mailing list when your quest.lonnalre IS 
returned. and we won't have to incur the expense of a follow-up reminder leiter. Your name WIll never be 
placed on the questionnaire. You will never be identified. 
The outcome of the research will be  made available to all volunteer ombudsmen. What we learn will help us 
improve your work environment. and ultimately, long term care residents will be better served. If you have 
any questions. please call Wayne at  1-800-522-2602. 
Thank you sincerely for  your assistance. 
Sincerely. 
IJ~dt!L 

Meredith Cote 
Stale Long Term Care Ombudsman 121 
Appendix E:  Outcome Data 
Monthly Activity Report 
Case Report: Complaint Information Form 
Case Report and Code Guide 
Example of Database on Complaints Against Ombudsmen 
- given for county rather than volunteer ---
-------
- -- -----
------ -
122 
_.  ....  '­
Ombudsman Monthly Activity Report 
Name:  District:  MonthlYear: 
Routine Facility Visits 

(Do not Include those vts/Is thol ore exclusively complotntlnvesflgotlons) 

Date 
 Name of Faclllty 

Include Street Address If AFH 
 Total Minutes 
-._-­
-------- _. --_. 
_._. r­
-- ---'---'­
-----_._.' 
Other Activities 
Number of  Training Sessions For FacUlty stott: 
Toplc(s): 
Number of
Number of Annual Ucenslng Surveys Participated In:  Minutes: 
Number of
Number of Resldent Councns Attended:  Minutes: 
Number of Number of Family CouncHs:  Minutes: 
Number of Community Education Sessions You Sponsored or  Nurrber of 
Attended os a Presenter:  Minutes: 
Identify Toplc(s) and GrouP(s): 
Number of
Number of Interviews/Discussions with Media  Minutes: 

Identity Media and Toplc(s): 

Include Comments on Back! 
9/1./96 -----...-------.  ;Compiainant:-----· 'Oiilbudsman:  ---····\Resiaent:'  --- --. 
! 
(UN w"UU'...· i' mur. Lh.n un. f~'ltJcnl) I
iComplainanl's Ad.hess:  Phone: 

Dislntl: 
 Gender.  0  I·Male  02·F"nal" I  , 
Riice:  0  I-AfrIcAn/ AmeriCAn  0  2'AsiA 
IComPliiilliinl's 1{"J.lionshq) Iu l{eliiJenl:  0  I-RaUenl  o S-Nari o 4·Hi.p.ruc
I  Amari !0  2·FAmily/hi""d  o 3-Non-relarive guard\;ln/lesot  o 7·01her 
represcnlalive 

Fulllty Addre,. (it AFHI:  I 
 POly SliiNs: I04.0mbudsm.."  o 5-FocililyIproviderladministrAlor  Islllff  o l·M"dicu 
o 6-Othcr medicol  0  7-Other soci  ..1  service "scncy !  p"rson/Le. physici.n/sl.'1 
L-__________________________  ~O~U~wn 
I 1-J.~-+--+_-1f--.--_r----·T:--.-__ --_ _=_  _~ _ l  --j  I  I 
2 
! ---.~,~----+-----+-----T-~--i----i.~,~~~--~----i 
3 
l-:~-I---f---t-----t-------:-,-.- -..... -.--..  -~---~:,-----+  -~t-----+_----+-----i_--~~----~:~:,~~r----+ 
4
~h__-+__lr_-+-----__:+----_t;---- - ---t--,,-f'--+--+--1f-.--t--+-~,";,--1PI1~\-:-"+--t­
5 
~~--~---r--~----------~---~.~,--i-------'-'--~~-~'.~.:----"----~-~--~--~-~,---~.~.-~-.~
:,~I 
~~~~~--t----f--------~~ ..-~~-i---------T----~j----~----+---~---~--+--~,~-~~--~--~ 
6 
7 
"  , ,.' 
8 
9  ~;.
~~~~---+----r---------t---------'------'---r--~I---+---r---r--1---~--+--~~~1----+ 
10"  I  ., 
IV v) •••••••••••••  •  • •••••••••• 
• 
• 
• 
• 
• 
• 
•  • 
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en· DUGS·  man 
Reoch~ out for 
Quality Cart 
Case 
Each inquiry brought to, or initiated by, the 
ombudsman on behalf of a resident or group 
of residents involving one or more complaints 
or problems wruch requires opening a case file 
and includes ombudsman investigation, fact 
ga the  ring, setting of objectives and / or 
strategy to resolve and follow-up. 
Complaint 
A concern brought to, or initiated by the 
ombudsman for investigation and action by or 
on behalf of one or more residents of a long­
term care facility relating to health, safety, 
welfare or rights of a resident. One or more 
complaints constitute a case. 
Verification 
Uit is determined after the ombudsman's 
investigation (interviews, record inspection, 
observation, etc.) that the circumStances 
described in the complaint are substantiated 
or generally accurate, the complaint is 
verified. Inmost cases, the verification will 
come from the ombudsman'S investigation. 
However, in an abuse case, the case mus~ be 
immediately referred to the local protective  . 
services agency for investigation when ~ere  15 
reasonable cause to believe that abuse rrught 
- _-A Ifthe ombudsman has not  have OCCWlCU• 	 Ii  th n 
verified the abuse through observa  on,  e 
the ombudsman must track each abuse case 
(and the other rare non-abuse referrals). !hen 
the ombudsman enters the other agency 5 
verification on the case report. 
Case Report and 
Code Guide 
Consultation 
A COTlSultation is a discussion about an issue 
that is not a complaint. Residents, their family 
members, providers and others may contact 
you to discuss an issue or render advice. 
Examples include calls for infotm<ltion about 
residents' rights where there is no specific 
complaint or advice on selecting a long tenn 
care facility. Consultations are reported on the 
Case Report, with the appropriate code in 
Column A (use complaint codes) and enter 
"3-Not a complaint" in Column C under 
Verifica tion. 
:  Helpful Hints  : 
• Acas  . • •  1.  e  IS COmplainant  • 
• •  ~nven. The rule ofthum17  • • 
•  IS one complainant to  a  • • 
• •  case.  • • 
:  2. 	There may be several  • •
• 	 complaints Within one  • 
• 	 case.
• 	 · • 
• •  3. 	A  referral of  a complaint  • • • 	 does no1: equal  • 
dispOSltlon. • • 
:  4. 	One om17udsman per  • •
• 	 case report-ifyou are  •
• • 	 working wit;h a partner.  •
• 	 · •
only one ofyou needs to 
• 	 file a report. 
:  5. 	Try not. to use ·o1:her· as  :
• • 	 a  complaln1: category.  : ·....................... 
Complaints Against Ombudsmen for IS-Month Period 

July 1, 1995-December 31, 1996 

District 
Clackamas 
Clats~iIIamook 
Columbia 
Coos/Cuny 
Deschutes/Jefferson/Crook 
Douglas 
Harney 
~ackson 
~osephine 
K1amath/Lake 
Lane 
Uncoln 
Unn/Benron 
Malheur 
Marion/PolkJYamhill 
Multnomah 
UmatillaiGranr/Gilliam/Morrow/Wheeier 
UniorvWallowaIBaker 
Wasco;ShermanlHood River 
Washington 
Total Complaints 
Total Complaints 
NF 
6  1 
2 
2  1 
3  1 
2  1 
0 
0 
4 
7 
2 
10  5 
7  2  I 
3  2  I 
0 
6  4 
8  4 
0 
0 
1  1 
4  1 
67  23 
Provider 
AFII  Rep 
1  1 
I 
1 
I 
I 
1 
4 
I  2 
I 
1 
-
--t 
I 
12  5 
Source of Complaint 
ALF 
1 
2 
3 
Resident 
1 
1 
family 
1 
1 
3 
2 
1 
1 
1 
4 
2 
16 
SDSD 
2 
1 
1 
4 
Other 
I 
1 
1 
3 
Total  NF  AFH  RCF  AlF 
Total Ombudsman Visits 
Toral Facilities Visited (unduplicated) 
14,435 
1006 
6,533 
157 
5.333 
708 
1,344 
84 
1,225 
57 
.•..,-0
1'-- I  }!6t97 2:41  PM 
N 
VI c 
126 
Appendix F 
Regression Equations for Exploration of  Relationship Among Motivational Factors, 
Satisfaction. Organizational Commitment. and Success in the Ombudsman Role. 
Regression 1110dels 
Independent Variables  Dependent Variables 
Age 
Gender 
Agentic Motivations a 
Communal Motivations a 
Affiliation Motivations a 
Satisfaction b 
Organizational Commitmentc 
Time 
Visits 
Case Reporting 
Complaints 
Note. 
a  Factor derived from the Self-Expression Instrument, Part A 
b  Factor derived from the Self-Expression Instrument, Part B 
Construct measured by the Organizational Commitment Questionnaire 